Health Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

|Health I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
Application Error Medicaid 0 1 0
Managed 0 0 0
Total 0 1 0
0 0 0
0 1 0
0 0 0
0 1 0
0 0 0
Application Medicaid 0 1 0
Managed Care 0 0 0
Total 0 1 0
0 0 0
Reporting Medicaid 0 1 0
Managed Care 0 0 0
Total 0 1 0
0 0 0
0 2 0
0 0 0
0 2 0
0 0 0




High

Low

Medium

Total

Application

Application

Error

Public
Assistance

Total

Total

Error

Women, Infant,
and Children

Total

Total

Network

Application

Error

Women, Infant,
and Children

Total

Password

Women, Infant,
and Children

Total

Total

Error

None

Novell
GroupWise

Novell
Messenger




High

Low

Medium

Total

Application

Application

EIS Hardware

Application

Error Total 0 0
0 0

Reporting Novell 0 1
GroupWise 0 0
Total 0 1
0 0

0 1

0 0

0 1

0 0

1 0

0 0

1 0

0 0

1 0

0 0

1 0

0 0

Scanner 0 0
0 0

0 0

0 0

0 0

0 0

0 0

0 0

Citrix 0 0
MetaFrame 0 0
None 0 0
0 0

Novell 0 0
GroupWise 0 0




High Low Medium Total
Application Error Public 1 0 1
Assistance 1 0 1
Symantec 3 0 5
Endpoint 0 0 0
Total 7 0 7
3 0 3
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password Remedy 2 0 2
Service 2 0 2
Utah Master 7 0 7
Directory 4 0 4
Total 9 0 9
6 0 6
Reporting Finance Data 1 0 1
Warehouse 1 0 1
None 2 0 2
2 0 2
Novell 1 0 1
GroupWise 1 0 1
Total 4 0 4
4 0 4
Total 21 0 21
13 0 13
Mainframe Error BlueZone 1 0 1
1 0 1
Medicaid 1 0 1
Managed 1 0 1
Total 2 0 2
2 0 2




High Low Medium Total
Mainframe Password BlueZone 2 0 2
1 0 1
Medicaid 2 0 2
Managed 2 0 2
None 3 0 3
3 0 3
Total 7 0 7
6 0 6
Total 9 0 9
8 0 8
Network Error None 2 0 2
1 0 1
Novell Client 2 0 2
for 32-bit 1 0 1
Total 4 0 4
2 0 2
Password None 2 0 2
2 0 2
Total 2 0 2
2 0 2
Performance None 2 0 2
2 0 2
Total 2 0 2
2 0 2
Total 8 0 8
6 0 6
PC/Laptop Performance None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 1 0 1




High

Low

Medium

Total

Server Error None 1 1
0 0

Total 1 1

0 0

Total 1 1
0 0

Telecom Call/Receive None 1 1
0 0

Total 1 1

0 0

Dial Tone None 1 1
0 0

Total 1 1

0 0

Hardware None 1 1
1 1

Total 1 1

1 1

None None 1 1
0 0

Total 1 1

0 0

Voice Mail None 3 3
2 2

Total 3 3

2 2

Total 7 7
3 3

47 47

31 31

Application None Remedy Asset 1 1
Management 0 0




Application

Application

Application

High Low Medium Total
None Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
1 0 1
0 0 0
Error eFIND/eSHARE 1 0 1
0 0 0
None 0 1 1
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 2 1 3
0 0 0
Total 2 1 3
0 0 0
2 1 3
0 0 0
Error Content 1 0 1
Manager 1 0 1
eFIND/eSHARE 9 0 9
8 0 8
None 6 0 6
6 0 6
Public 1 0 1
Assistance 1 0 1
Total 17 0 17
16 0 16
None DateReporter 1 0 1
1 0 1
eFIND/eSHARE 1 0 1
0 0 0




High Low Medium Total
Application None Total 2 0 2
1 0 1
Password Content 2 0 2
Manager 2 0 2
eFIND/eSHARE 6 0 6
6 0 6
None 7 0 7
7 0 7
Utah Cares 2 0 2
2 0 2
Total 17 0 17
17 0 17
Total 36 0 36
34 0 34
36 0 36
34 0 34
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Application Error Novell 1 0 1
GroupWise 0 0 0
SAFE 1 0 1
0 0 0
Total 2 0 2
0 0 0
None None 1 0 1
1 0 1
Novell 1 0 1
GroupWise 1 0 1




High

Low

Medium

Total

Application None Total 2 2
2 2

Password Citrix 1 1

MetaFrame 0 0

Total 1 1

0 0

Total 5 5

2 2

Mainframe Error Medicaid 1 1
Managed 1 1

Total 1 1

1 1

Password None 1 1

1 1

Total 1 1

1 1

Total 2 2

2 2

Network Error None 1 1
0 0

Total 1 1

0 0

None None 1 1

1 1

Total 1 1

1 1

Total 2 2

1 1

10 10

5 5

_No Tier 2 None None 4 4
4 4




High

Low

Medium

Total

_No Tier 2 None Total 4 0 4
4 0 4

Total 4 0 4

4 0 4

Print/Copy/Sca None None 1 0 1
n/Fax 1 0 1
Total 1 0 1

1 0 1

Total 1 0 1

1 0 1

5 0 5

5 0 5

_No Tier 2 None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

1 0 1

0 0 0

_No Tier 2 None None 6 1 7
0 0 0

Total 6 1 7

0 0 0

Total 6 1 7

0 0 0

Application Error Adobe Acrobat 1 0 1
9.0 Pro 0 0 0

eFIND/eSHARE 1 0 1

1 0 1

Internet 1 0 1

Explorer 0 0 0




High

Low

Medium

Total

Application

Error Microsoft 1 1
Access 0 0
Microsoft Excel 1 1

0 0
Microsoft Office 1 1
0 0
Microsoft Office 1 1
2003 0 0
Microsoft 1 1
Windows XP 0 0
Microsoft Word 2 2
0 0
None 26 27
0 0
Novell 9 10
GroupWise 0 0
Novell 1 1
Messenger 0 0
PGP 1 1
0 0
Total 47 49
1 1

None Citrix 1 1
MetaFrame 0 0
Microsoft 1 1
FrontPage 0 0
Microsoft Office 1 1

0 0
None 3 3
0 0
Novell Client 1 1
for 32-bit 0 0




High Low Medium Total
Application None Novell 2 0 2
GroupWise 1 0 1
Novell 1 0 1
GroupWise 1 0 1
Total 10 0 10
2 0 2
Password None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 2 0 2
Messenger 0 0 0
Utah Master 1 0 1
Directory 0 0 0
Total 5 0 5
0 0 0
Reporting Medicaid 1 0 1
Managed Care 0 0 0
None 11 0 11
0 0 0
Novell 5 0 5
GroupWise 0 0 0
SAS 1 0 1
0 0 0
Total 18 0 18
0 0 0
Total 80 2 82
3 0 3
Network Error None 19 0 19
0 0 0
Novell Client 10 0 10
for 32-bit 0 0 0




Network

High Low Medium Total

Error Total 29 0 29
0 0 0

Incident None 3 0 3
0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Total 5 0 5

0 0 0

None None 8 0 8
0 0 0

Novell Client 4 0 4

for 32-bit 0 0 0

WirelessOffice 1 0 1

0 0 0

Total 13 0 13

0 0 0

Password None 10 0 10
1 0 1

Novell Client 5 2 7

for 32-bit 0 0 0

Total 15 2 17

1 0 1

Performance None 12 0 12
0 0 0

Total 12 0 12

0 0 0

Virus None 1 0 1
0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Total 3 0 3

0 0 0




High Low Medium Total
Network Total 77 2 79
1 0 1
PC/Laptop Error None 9 0 9
0 0 0
RealPlayer 1 0 1
0 0 0
Total 10 0 10
0 0 0
Hardware None 21 0 21
0 0 0
Total 21 0 21

0

None None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Performance None 4 1 5
0 0 0
Total 4 1 5
0 0 0
Virus None 14 3 17
0 0 0
Total 14 3 17
0 0 0
Total 51 4 55
0 0
Print/Copy/Sca Error Code None 5 1 6
n/Fax 0 0 0
Total 5 1 6
0 0 0
Incident Laboratory 1 0 1
Information 0 0 0




High Low Medium Total
Print/Copy/Sca Incident None 11 0 11
n/Fax 0 0 0
Total 12 0 12
0 0 0
None None 4 0 4
0 0 0
Total 4 0 4
0 0 0
Queue None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 22 1 23
0 0 0
Wireless Error Novell Client 1 0 1
Connectivity for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
237 10 247
4 0 4
_No Tier 2 None None 3 0 4
0 0 0
Total 3 0 4
0 0 0
Total 3 0 4
0 0 0
Application Error Citrix ICA 4 0 4
Client 0 0 0
Citrix 1 0 1
Installation 0 0 0




Application

High Low Medium Total

Error Citrix 2 0 2
MetaFrame 0 0 0

Laboratory 1 0 2

Information 0 0 0

None 10 1 13

0 0 0

Novell Client 1 0 1

for 32-bit 0 0 0

Oscars 1 0 1

Renamer 0 0 0

Total 20 1 24

0 0 0

None Laboratory 0 1 1
Information 0 0 0

None 4 0 4

0 0 0

VMware 1 0 1

Workstation 0 0 0

Total 5 1 6

0 0 0

Password Citrix ICA 1 0 1
Client 0 0 0

Utah Master 1 0 1

Directory 0 0 0

Total 2 0 2

0 0 0

Reporting None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 29 2 34
0 0 0




High

Low

Medium

Total

Network Error Citrix 1 1
MetaFrame 0 0

None 4 5

0 0

Novell Client 3 4

for 32-bit 0 0

Total 8 10

0 0

Incident None 2 2
0 0

Total 2 2

0 0

None None 3 3
0 0

Total 3 3

0 0

Performance None 2 2
0 0

Total 2 2

0 0

Total 15 17
0 0

PC/Laptop Error None 1 1
0 0

Total 1 1

0 0

Performance None 1 1
0 0

Total 1 1

0 0

Total 2 2
0 0




High

Low

Medium

Total

Print/Copy/Sca Incident None 0 6 7
n/Fax 0 0 0
Total 0 6 7

0 0 0

None None 0 4 4

0 0 0

Total 0 4 4

0 0 0

Total 0 10 11

0 0 0

Server Error Laboratory 1 0 1
Information 0 0 0

Newborn 0 2 2

Screening - 0 0 0

None 2 1 3

0 0 0

Total 3 3 6

0 0 0

Total 3 3 6

0 0 0

7 62 74

0 0 0

_No Tier 2 None None 0 1 3
0 0 0

Total 0 1 3

0 0 0

Total 0 1 3

0 0 0

Application Error None 0 2 2
0 0 0

Total 0 2 2

0 0 0
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Application

Total

Network
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Error

None

Total

Incident

None

Total

Password

None

Total

Total

None

HP Scanjet
Scanner 2400

Internet
Explorer

None

Wireless
Connection

Total

Total

Application

Error

Internet
Explorer




High

Low

Medium

Total

Application

Error

Total

None

Novell
Messenger

Total

Total

o

Network

Password

None

o

Total

Total

PC/Laptop

Error

Novell
GroupWise

Total

Hardware

None

Total

None

None

Total

o

Total

o

Print/Copy/Sca
n/Fax

Incident

None

Total




High

Low

Medium

Total

Print/Copy/Sca None None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 2 2

1 1

15 15

9 9

_No Tier 2 None None 16 16
0 0

Total 16 16

0 0

Total 16 16

0 0

Application Error None 1 1
0 0

Total 1 1

0 0

None Public 1 1

Assistance 0 0

Total 1 1

0 0

Password Medicaid 4 4

Managed 0 0

Total 4 4

0 0

Total 6 6

0 0

Mainframe Error BlueZone 1 1
0 0

Total 1 1

0 0




High

Low

Medium

Total

Mainframe Password BlueZone 1 1
0 0

None 6 6

1 1

Total 7 7

1 1

Total 8 8

1 1

30 30

1 1

Application Error Citrix ICA 1 1
Client 0 0

Total 1 1

0 0

None None 1 1

0 0

Novell 1 1

GroupWise 0 0

Total 2 2

0 0

Total 3 3

0 0

Network None None 2 2
0 0

Total 2 2

0 0

Total 2 2

0 0

PC/Laptop None None 1 1

Total




High

Low

Medium

Total

PC/Laptop

Application

Application

Telecom

Utah Statewide
Immunization

Total

Call/Receive

Total

CrossTalk/Nois
e/Static

None

Total

Dial Tone

None

Total




Telecom

Telecom

High Low Medium Total
Feature None 3 3
0 0
Total 3 3
0 0
Hardware None 2 2
0 0
Total 2 2
0 0
None None 4 4
0 0
Total 4 4
0 0
Voice Mail None 7 7
0 0
Telephone 1 1
0 0
Total 8 8
0 0
Total 24 24
0 0
24 24
0 0
Call/Receive None 1 1
0 0
Total 1 1
0 0
Dial Tone None 4 4
0 0
Total 4 4
0 0
Feature None 3 3
0 0




High

Low

Medium

Total

Telecom

_No Tier 2

Feature

None

Total

None

Total

Application

Error

Password

Reporting

Total

Total 3
0

None 1
0

Total 1
0

9

0

9

0

None 1
0

Total 1
0

1

0

Women, Infant, 7
and Children 5
Total 7
5

Women, Infant, 1
and Children 1
Total 1
1

Women, Infant, 2
and Children 2
Total 2
2

10

8




High Low Medium Total

546
102




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
Application Error Medicaid 0 1
Managed 0 1
Total 0 1
0 1
0 1
0 1
0 1
0 1
Application Error Medicaid 0 1
Managed Care 0 1
Total 0 1
0 1
Reporting Medicaid 0 1
Managed Care 0 0
Total 0 1
0 0
0 2
0 1
0 2
0 1
Application Error Public 0 1
Assistance 0 1
Total 0 1
0 1




High

Low

Medium

Total

Application

Application

Total

Error

Women, Infant,
and Children

Total

Total

Network

Application

Error

Women, Infant,
and Children

Total

Password

Women, Infant,
and Children

Total

Total

Error

None

Novell
GroupWise

Novell
Messenger

Total

Reporting

Novell
GroupWise




High

Low

Medium

Total

Application

Application

EIS Hardware

Application

Reporting

Total

Total 1 5
1 2

1 5

1 2

0 2

0 0

0 2

0 0

0 2

0 0

0 2

0 0

Scanner 0 1
0 0

0 1

0 0

0 1

0 0

0 1

0 0

Error Citrix 0 1
MetaFrame 0 0

None 0 1

0 0

Novell 0 1

GroupWise 0 0

Public 0 1

Assistance 0 0

Symantec 0 3

Endpoint 0 0




High Low Medium Total
Application Error Total 7 0 7
0 0 0
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password Remedy 2 0 2
Service 0 0 0
Utah Master 7 0 7
Directory 1 0 1
Total 9 0 9
1 0 1
Reporting Finance Data 1 0 1
Warehouse 0 0 0
None 2 0 2
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 4 0 4
0 0 0
Total 21 0 21
1 0 1
Mainframe Error BlueZone 1 0 1
0 0 0
Medicaid 1 0 1
Managed 0 0 0
Total 2 0 2
0 0 0
Password BlueZone 2 0 2
0 0 0
Medicaid 2 0 2
Managed 0 0 0




High

Low

Medium

Total

Mainframe

Password

None

Total

Total

Network

Error

None

Novell Client
for 32-bit

Total

Password

None

Total

Performance

None

Total

Total

PC/Laptop

Performance

None

Total

Total

Server

Error

None

Total




High Low Medium Total
Server Total 1 1
0 0
Telecom Call/Receive None 1 1
0 0
Total 1 1
0 0
Dial Tone None 1 1
0 0
Total 1 1
0 0
Hardware None 1 1
0 0
Total 1 1
0 0
None None 1 1
1 1
Total 1 1
1 1
Voice Mail None 3 3
1 1
Total 3 3
1 1
Total 7 7
2 2
47 47
3 3
Application None Remedy Asset 1 1
Management 0 0
Total 1 1
0 0
Total 1 1
0 0




High

Low

Medium

Total

0 1 1

0 0 0

Application Error eFIND/eSHARE 0 1 1
0 0 0

None 0 0 1

0 0 1

Novell 0 1 1

GroupWise 0 0 0

Total 0 2 3

0 0 1

0 2 3

0 0 1

0 2 3

0 0 1

Application Error Content 0 1 1
Manager 0 0 0

eFIND/eSHARE 0 9 9

0 1 1

None 0 6 6

0 0 0

Public 0 1 1

Assistance 0 0 0

Total 0 17 17

0 1 1

None DateReporter 0 1 1
0 0 0

eFIND/eSHARE 0 1 1

0 0 0

Total 0 2 2

0 0 0

Password Content 0 2 2
Manager 0 0 0




High Low Medium Total
Application Password eFIND/eSHARE 6 6
0 0
None 7 7
0 0
Utah Cares 2 2
0 0
Total 17 17
0 0
Total 36 36
1 1
36 36
1 1
_No Tier 2 None None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Application Error Novell 1 1
GroupWise 0 0
SAFE 1 1
0 0
Total 2 2
0 0
None None 1 1
0 0
Novell 1 1
GroupWise 0 0
Total 2 2
0 0
Password Citrix 1 1
MetaFrame 0 0




High Low Medium Total
Application Password Total 1 1
0 0
Total 5 5
0 0
Mainframe Error Medicaid 1 1
Managed 0 0
Total 1 1
0 0
Password None 1 1
0 0
Total 1 1
0 0
Total 2 2
0 0
Network Error None 1 1
0 0
Total 1 1
0 0
None None 1 1
0 0
Total 1 1
0 0
Total 2 2
0 0
10 10
0 0
_No Tier 2 None None 4 4
2 2
Total 4 4
2 2
Total 4 4
2 2




High

Low

Medium

Total

Print/Copy/Sca
n/Fax

_No Tier 2

_No Tier 2

None

None

Total

Total

None

None

Total

Total

None

None

Total

Total

Application

Error

Adobe Acrobat
9.0 Pro

eFIND/eSHARE

Internet
Explorer

Microsoft
Access

Microsoft Excel




Application

High Low Medium Total

Error Microsoft Office 1 0 1
0 0 0

Microsoft Office 1 0 1
2003 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Microsoft Word 2 0 2
0 0 0

None 26 1 27
2 0 2

Novell 9 1 10
GroupWise 1 0 1
Novell 1 0 1
Messenger 0 0 0
PGP 1 0 1
0 0 0

Total 47 2 49
3 0 3

None Citrix 1 0 1
MetaFrame 0 0 0
Microsoft 1 0 1
FrontPage 0 0 0
Microsoft Office 1 0 1
0 0 0

None 3 0 3
0 0 0

Novell Client 1 0 1
for 32-bit 1 0 1
Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
GroupWise 0 0 0




High Low Medium Total
Application None Total 10 10
1 1
Password None 1 1
0 0
Novell Client 1 1
for 32-bit 0 0
Novell 2 2
Messenger 1 1
Utah Master 1 1
Directory 0 0
Total 5 5
1 1
Reporting Medicaid 1 1
Managed Care 0 0
None 11 11
2 2
Novell 5 5
GroupWise 1 1
SAS 1 1
0 0
Total 18 18
3 3
Total 80 82
8 8
Network Error None 19 19
0 0
Novell Client 10 10
for 32-bit 1 1
Total 29 29
1 1
Incident None 3 3




High Low Medium Total
Network Incident Novell Client 2 0 2
for 32-bit 0 0 0
Total 5 0 5
1 0 1
None None 8 0 8
0 0 0
Novell Client 4 0 4
for 32-bit 0 0 0
WirelessOffice 1 0 1
0 0 0
Total 13 0 13
0 0 0
Password None 10 0 10
4 0 4
Novell Client 5 2 7
for 32-bit 1 1 2
Total 15 2 17
5 1 6
Performance None 12 0 12
0 0 0
Total 12 0 12
0 0 0
Virus None 1 0 1
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Total 3 0 3
0 0 0
Total 77 2 79
7 1 8
PC/Laptop Error None 9 0 9
2 0 2




High

Low

Medium

Total

PC/Laptop Error RealPlayer 1 0 1
0 0 0
Total 10 0 10
2 0 2
Hardware None 21 0 21
0
Total 21 0 21
0
None None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Performance None 4 1 5
0 0 0
Total 4 1 5
0 0 0
Virus None 14 3 17
1 0 1
Total 14 3 17
1 0 1
Total 51 4 55
0 5
Print/Copy/Sca Error Code None 5 1 6
n/Fax 2 0 2
Total 5 1 6
2 0 2
Incident Laboratory 1 0 1
Information 1 0 1
None 11 0 11
2 0 2
Total 12 0 12
3 0 3




High Low Medium Total
Print/Copy/Sca None None 4 0 4
n/Fax 0 0 0
Total 4 0 4
0 0 0
Queue None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 22 1 23
5 0 5
Wireless Error Novell Client 1 0 1
Connectivity for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
237 10 247
25 1 26
_No Tier 2 None None 3 0 4
1 0 1
Total 3 0 4
1 0 1
Total 3 0 4
1 0 1
Application Error Citrix ICA 4 0 4
Client 2 0 2
Citrix 1 0 1
Installation 1 0 1
Citrix 2 0 2
MetaFrame 1 0 1
Laboratory 1 0 2
Information 1 0 1




High

Low

Medium

Total

Application Error None 10 13
6 7

Novell Client 1 1

for 32-bit 1 1

Oscars 1 1

Renamer 0 0

Total 20 24

12 13

None Laboratory 0 1
Information 0 1

None 4 4

3 3

VMware 1 1

Workstation 1 1

Total 5 6

4 5

Password Citrix ICA 1 1
Client 0 0

Utah Master 1 1

Directory 1 1

Total 2 2

1 1

Reporting None 2 2
1 1

Total 2 2

1 1

Total 29 34
18 20

Network Error Citrix 1 1
MetaFrame 1 1

None 4 5




High

Low

Medium

Total

Network Error Novell Client 3 4
for 32-bit 0 0

Total 8 10

2 2

Incident None 2 2

2 2

Total 2 2

2 2

None None 3 3

2 2

Total 3 3

2 2

Performance None 2 2

0 0

Total 2 2

0 0

Total 15 17

6 6

PC/Laptop Error None 1 1
1 1

Total 1 1

1 1

Performance None 1 1

0 0

Total 1 1

0 0

Total 2 2

1 1

Print/Copy/Sca Incident None 6 7
n/Fax 4 4
Total 6 7

4 4




High Low Medium Total
Print/Copy/Sca None None 4 0 4
n/Fax 3 0 3
Total 4 0 4
3 0 5
Total 10 1 11
7 0 7
Server Error Laboratory 0 0 1
Information 0 0 0
Newborn 2 0 2
Screening - 0 0 0
None 1 0 3
1 0 1
Total 3 0 6
1 0 1
Total 3 0 6
1 0 1
62 5 74
34 1 36
_No Tier 2 None None 1 2 3
0 0 0
Total 1 2 3
0 0 0
Total 1 2 3
0 0 0
Application Error None 2 0 2
1 0 1
Total 2 0 2
1 0 1
Total 2 0 2
1 0 1
Network Error None 1 0 1




High

Low

Medium

Total

Network

_No Tier 2

Error

Total

Incident

None

Total

Password

None

Total

Total

None

HP Scanjet
Scanner 2400

Internet
Explorer

None

Wireless
Connection

Total

Total

Application

Error

Internet
Explorer

Total

None

Novell
Messenger




High

Low

Medium

Total

Application

None

Total

Total

Network

Password

None

Total

Total

PC/Laptop

Error

Novell
GroupWise

Total

Hardware

None

Total

None

None

Total

Total

Print/Copy/Sca
n/Fax

Incident

None

Total

None

None

Total




High

Low

Medium

Total

Print/Copy/Sca Total 2 2
n/Fax 0 0
15 15

0 0

_No Tier 2 None None 16 16
0 0

Total 16 16

0 0

Total 16 16

0 0

Application Error None 1 1
1 1

Total 1 1

1 1

None Public 1 1

Assistance 0 0

Total 1 1

0 0

Password Medicaid 4 4

Managed 1 1

Total 4 4

1 1

Total 6 6

2 2

Mainframe Error BlueZone 1 1
0 0

Total 1 1

0 0

Password BlueZone 1 1

0 0

None 6 6




High

Low

Medium

Total

Mainframe Password Total 7 0 7
1 0 1

Total 8 0 8

1 0 1

30 0 30

3 0 3

Application Error Citrix ICA 1 0 1
Client 1 0 1

Total 1 0 1

1 0 1

None None 1 0 1

0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 2 0 2

0 0 0

Total 3 0 3

1 0 1

Network None None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

PC/Laptop None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

6 0 6

-

-




High

Low

Medium

Total

Application

Application

Telecom

Error

None

Total

Total

Error

Utah Statewide
Immunization

Total

Total

Call/Receive

None

Total

CrossTalk/Nois
e/Static

None

Total

Dial Tone

None

Total

Feature

None

Total




Telecom

Telecom

High Low Medium Total
Hardware None 2 2
0 0
Total 2 2
0 0
None None 4 4
0 0
Total 4 4
0 0
Voice Mail None 7 7
0 0
Telephone 1 1
0 0
Total 8 8
0 0
Total 24 24
1 1
24 24
1 1
Call/Receive None 1 1
0 0
Total 1 1
0 0
Dial Tone None 4 4
1 1
Total 4 4
1 1
Feature None 3 3
0 0
Total 3 3
0 0
None None 1 1




High

Low

Medium

Total

Telecom 0 1 0 1
0 1 0 1

0 9 0 9

0 2 0 2

0 9 0 9

0 2 0 2

_No Tier 2 0 0 1 1
0 0 0 0

Total 0 0 1 1

0 0 0 0

Total 0 0 1 1

0 0 0 0

Application Error Women, Infant, 2 5 0 7
and Children 0 0 0 0

Total 2 5 0 7

0 0 0 0

Password Women, Infant, 0 1 0 1

and Children 0 0 0 0

Total 0 1 0 1

0 0 0 0

Reporting Women, Infant, 0 2 0 2

and Children 0 0 0 0

Total 2

0

10

0

11

0

546

87




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
Application Error Medicaid 0 1 0 1
Managed 0.00 130.09 0.00 130.09
Total 0 1 0 1
0.00 130.09 0.00 130.09
0 1 0 1
0.00 130.09 0.00 130.09
0 1 0 1
0.00 130.09 0.00 130.09
Application Medicaid 0 1 0 1
Managed Care 0.00 4.22 0.00 4.22
Total 0 1 0 1
0.00 4.22 0.00 4.22
Reporting Medicaid 0 1 0 1
Managed Care 0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
0 2 0 2
0.00 2.20 0.00 2.20
0 2 0 2
0.00 2.20 0.00 2.20
Application Public 0 1 0 1
Assistance 0.00 1.15 0.00 1.15
Total 0 1 0 1
0.00 1.15 0.00 1.15
Total 0 1 0 1
0.00 1.15 0.00 1.15




High Low Medium Total
0 1 0 1
0.00 1.15 0.00 1.15
Application Error Women, Infant, 0 2 0 2
and Children 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Network Error Women, Infant, 0 1 0 1
and Children 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Women, Infant, 0 1 0 1
and Children 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
0 4 0 4
0.00 0.00 0.00 0.00
Application Error None 0 1 0 1
0.00 0.39 0.00 0.39
Novell 0 2 0 2
GroupWise 0.00 0.97 0.00 0.97
Novell 0 1 0 1
Messenger 0.00 0.05 0.00 0.05
Total 0 4 0 4
0.00 0.59 0.00 0.59
Reporting Novell 0 0 1 1
GroupWise 0.00 0.00 0.65 0.65
Total 0 0 1 1
0.00 0.00 0.65 0.65




Application

Application

EIS Hardware

Application

High Low Medium Total
0 4 1 5
0.00 0.59 0.65 0.60
0 4 1 5
0.00 0.59 0.65 0.60
1 1 0 2
0.08 0.43 0.00 0.26
1 1 0 2
0.08 0.43 0.00 0.26
1 1 0 2
0.08 0.43 0.00 0.26
1 1 0 2
0.08 0.43 0.00 0.26
Scanner 0 1 0 1
0.00 0.17 0.00 0.17
0 1 0 1
0.00 0.17 0.00 0.17
0 1 0 1
0.00 0.17 0.00 0.17
0 1 0 1
0.00 0.17 0.00 0.17
Citrix 0 1 0 1
MetaFrame 0.00 0.00 0.00 0.00
None 0 1 0 1
0.00 0.02 0.00 0.02
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Public 0 1 0 1
Assistance 0.00 0.00 0.00 0.00
Symantec 0 3 0 3
Endpoint 0.00 0.00 0.00 0.00
Total 0 7 0 7
0.00 0.00 0.00 0.00




High Low Medium Total
Application None None 0 1 0 1
0.00 0.09 0.00 0.09
Total 0 1 0 1
0.00 0.09 0.00 0.09
Password Remedy 0 2 0 2
Service 0.00 0.00 0.00 0.00
Utah Master 0 7 0 7
Directory 0.00 0.35 0.00 0.35
Total 0 9 0 9
0.00 0.30 0.00 0.30
Reporting Finance Data 0 1 0 1
Warehouse 0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.00 0.00 0.00
Total 0 21 0 21
0.00 0.17 0.00 0.17
Mainframe Error BlueZone 0 1 0 1
0.00 0.00 0.00 0.00
Medicaid 0 1 0 1
Managed 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Password BlueZone 0 2 0 2
0.00 0.00 0.00 0.00
Medicaid 0 2 0 2
Managed 0.00 0.00 0.00 0.00
None 0 3 0 3
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Mainframe Password Total 0 7 0 7
0.00 0.00 0.00 0.00

Total 0 9 0 9

0.00 0.00 0.00 0.00

Network Error None 0 2 0 2
0.00 0.00 0.00 0.00

Novell Client 0 2 0 2

for 32-bit 0.00 0.10 0.00 0.10

Total 0 4 0 4

0.00 0.06 0.00 0.06

Password None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Performance None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 8 0 8

0.00 0.04 0.00 0.04

PC/Laptop Performance None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Server Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00




Telecom

Application

High Low Medium Total
Call/Receive None 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 1 0 1
0.00 0.10 0.00 0.10
Dial Tone None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
None None 0 1 0 1
0.00 0.58 0.00 0.58
Total 0 1 0 1
0.00 0.58 0.00 0.58
Voice Mail None 0 3 0 3
0.00 0.56 0.00 0.56
Total 0 3 0 3
0.00 0.56 0.00 0.56
Total 0 7 0 7
0.00 0.36 0.00 0.36
0 47 0 47
0.00 0.15 0.00 0.15
None Remedy Asset 0 1 0 1
Management 0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
0 1 0 1
0.00 0.18 0.00 0.18




Application

Application

High Low Medium Total
Error eFIND/eSHARE 0 1 0 1
0.00 0.15 0.00 0.15
None 0 0 1 1
0.00 0.00 400.86 400.86
Novell 0 1 0 1
GroupWise 0.00 0.06 0.00 0.06
Total 0 2 1 3
0.00 0.10 400.86 133.69
Total 0 2 1 3
0.00 0.10 400.86 133.69
0 2 1 3
0.00 0.10 400.86 133.69
Error Content 0 1 0 1
Manager 0.00 0.00 0.00 0.00
eFIND/eSHARE 0 9 0 9
0.00 0.1 0.00 0.11
None 0 6 0 6
0.00 0.00 0.00 0.00
Public 0 1 0 1
Assistance 0.00 0.03 0.00 0.03
Total 0 17 0 17
0.00 0.06 0.00 0.06
None DateReporter 0 1 0 1
0.00 0.02 0.00 0.02
eFIND/eSHARE 0 1 0 1
0.00 0.01 0.00 0.01
Total 0 2 0 2
0.00 0.02 0.00 0.02
Password Content 0 2 0 2
Manager 0.00 0.00 0.00 0.00
eFIND/eSHARE 0 6 0 6
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Password None 0 7 0 7
0.00 0.00 0.00 0.00

Utah Cares 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 17 0 17

0.00 0.00 0.00 0.00

Total 0 36 0 36
0.00 0.03 0.00 0.03

0 36 0 36

0.00 0.03 0.00 0.03

_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1
0.00 0.00 0.00 0.00

Application Error Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00

SAFE 0 1 0 1

0.00 0.08 0.00 0.08

Total 0 2 0 2

0.00 0.05 0.00 0.05

None None 0 1 0 1
0.00 0.00 0.00 0.00

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Password Citrix 0 1 0 1
MetaFrame 0.00 0.16 0.00 0.16

Total 0 1 0 1

0.00 0.16 0.00 0.16




High

Low

Medium

Total

Application Total 0 5 0 5
0.00 0.07 0.00 0.07

Mainframe Error Medicaid 0 1 0 1
Managed 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Password None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Network Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

None None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

0 10 0 10

0.00 0.04 0.00 0.04

_No Tier 2 None None 0 4 0 4
0.00 0.63 0.00 0.63

Total 0 4 0 4

0.00 0.63 0.00 0.63

Total 0 4 0 4

0.00 0.63 0.00 0.63

Print/Copy/Sca None None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00




High Low Medium Total
Print/Copy/Sca None Total 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 5 0 5
0.00 0.56 0.00 0.56
_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 6 1 7
0.00 0.16 0.13 0.15
Total 0 6 1 7
0.00 0.16 0.13 0.15
Total 0 6 1 7
0.00 0.16 0.13 0.15
Application Error Adobe Acrobat 0 1 0 1
9.0 Pro 0.00 0.12 0.00 0.12
eFIND/eSHARE 0 1 0 1
0.00 0.26 0.00 0.26
Internet 0 1 0 1
Explorer 0.00 0.12 0.00 0.12
Microsoft 0 1 0 1
Access 0.00 0.06 0.00 0.06
Microsoft Excel 0 1 0 1
0.00 0.24 0.00 0.24
Microsoft Office 0 1 0 1
0.00 0.20 0.00 0.20




Application

High Low Medium Total

Error Microsoft Office 0 1 0 1
2003 0.00 0.28 0.00 0.28
Microsoft 0 1 0 1
Windows XP 0.00 0.15 0.00 0.15
Microsoft Word 0 2 0 2
0.00 0.29 0.00 0.29

None 0 26 1 27
0.00 0.67 0.10 0.65

Novell 0 9 1 10
GroupWise 0.00 0.28 0.38 0.29
Novell 0 1 0 1
Messenger 0.00 0.08 0.00 0.08
PGP 0 1 0 1
0.00 0.04 0.00 0.04

Total 0 47 2 49
0.00 0.47 0.24 0.46

None Citrix 0 1 0 1
MetaFrame 0.00 0.29 0.00 0.29
Microsoft 0 1 0 1
FrontPage 0.00 0.08 0.00 0.08
Microsoft Office 0 1 0 1
0.00 0.12 0.00 0.12

None 0 3 0 3
0.00 0.17 0.00 0.17

Novell Client 0 1 0 1
for 32-bit 0.00 0.53 0.00 0.53
Novell 0 2 0 2
GroupWise 0.00 0.21 0.00 0.21
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 10 0 10
0.00 0.20 0.00 0.20




High Low Medium Total
Application Password None 0 1 0 1
0.00 0.01 0.00 0.01
Novell Client 0 1 0 1
for 32-bit 0.00 0.05 0.00 0.05
Novell 0 2 0 2
Messenger 0.00 0.72 0.00 0.72
Utah Master 0 1 0 1
Directory 0.00 0.09 0.00 0.09
Total 0 5 0 5
0.00 0.32 0.00 0.32
Reporting Medicaid 0 1 0 1
Managed Care 0.00 0.22 0.00 0.22
None 0 11 0 11
0.00 0.27 0.00 0.27
Novell 0 5 0 5
GroupWise 0.00 0.62 0.00 0.62
SAS 0 1 0 1
0.00 0.25 0.00 0.25
Total 0 18 0 18
0.00 0.38 0.00 0.38
Total 0 80 2 82
0.00 0.41 0.24 0.40
Network Error None 0 19 0 19
0.00 0.18 0.00 0.18
Novell Client 0 10 0 10
for 32-bit 0.00 0.23 0.00 0.23
Total 0 29 0 29
0.00 0.20 0.00 0.20
Incident None 0 3 0 3
0.00 0.34 0.00 0.34
Novell Client 0 2 0 2
for 32-bit 0.00 0.25 0.00 0.25




High Low Medium Total
Network Incident Total 0 5 0 5
0.00 0.30 0.00 0.30
None None 0 8 0 8
0.00 0.17 0.00 0.17
Novell Client 0 4 0 4
for 32-bit 0.00 0.13 0.00 0.13
WirelessOffice 0 1 0 1
0.00 0.36 0.00 0.36
Total 0 13 0 13
0.00 0.17 0.00 0.17
Password None 0 10 0 10
0.00 0.45 0.00 0.45
Novell Client 0 5 2 7
for 32-bit 0.00 0.25 0.54 0.33
Total 0 15 2 17
0.00 0.38 0.54 0.40
Performance None 0 12 0 12
0.00 0.03 0.00 0.03
Total 0 12 0 12
0.00 0.03 0.00 0.03
Virus None 0 1 0 1
0.00 0.07 0.00 0.07
Novell Client 0 2 0 2
for 32-bit 0.00 0.08 0.00 0.08
Total 0 3 0 3
0.00 0.08 0.00 0.08
Total 0 77 2 79
0.00 0.22 0.54 0.22
PC/Laptop Error None 0 9 0 9
0.00 0.49 0.00 0.49
RealPlayer 0 1 0 1
0.00 0.13 0.00 0.13




High

Low

Medium

Total

PC/Laptop Error Total 0 10 0 10
0.00 0.45 0.00 0.45

Hardware None 0 21 0 21
0.00 0.19 0.00 0.19

Total 0 21 0 21

0.00 0.19 0.00 0.19

None None 0 2 0 2
0.00 0.17 0.00 0.17

Total 0 2 0 2

0.00 0.17 0.00 0.17

Performance None 0 4 1 5
0.00 0.18 0.19 0.18

Total 0 4 1 5

0.00 0.18 0.19 0.18

Virus None 0 14 3 17
0.00 0.19 0.07 0.18

Total 0 14 3 17

0.00 0.19 0.07 0.18

Total 0 51 4 55
0.00 0.24 0.1 0.23

Print/Copy/Sca Error Code None 0 5 1 6
n/Fax 0.00 0.65 0.03 0.55
Total 0 5 1 6

0.00 0.65 0.03 0.55

Incident Laboratory 0 1 0 1
Information 0.00 1.07 0.00 1.07

None 0 11 0 11

0.00 0.30 0.00 0.30

Total 0 12 0 12

0.00 0.37 0.00 0.37

None None 0 4 0 4
0.00 0.07 0.00 0.07




High Low Medium Total
Print/Copy/Sca None Total 0 4 0 4
n/Fax 0.00 0.07 0.00 0.07
Queue None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 22 1 23
0.00 0.37 0.03 0.36
Wireless Error Novell Client 0 1 0 1
Connectivity for 32-bit 0.00 0.19 0.00 0.19
Total 0 1 0 1
0.00 0.19 0.00 0.19
Total 0 1 0 1
0.00 0.19 0.00 0.19
0 237 10 247
0.00 0.30 0.22 0.30
_No Tier 2 None None 1 3 0 4
0.11 0.45 0.00 0.35
Total 1 3 0 4
0.1 0.45 0.00 0.35
Total 1 3 0 4
0.11 0.45 0.00 0.35
Application Error Citrix ICA 0 4 0 4
Client 0.00 0.62 0.00 0.62
Citrix 0 1 0 1
Installation 0.00 1.39 0.00 1.39
Citrix 0 2 0 2
MetaFrame 0.00 0.45 0.00 0.45
Laboratory 1 1 0 2
Information 0.13 1.17 0.00 0.65
None 2 10 1 13
0.64 1.11 0.12 0.96




High Low Medium Total
Application Error Novell Client 0 1 0 1
for 32-bit 0.00 0.73 0.00 0.73
Oscars 0 1 0 1
Renamer 0.00 0.43 0.00 0.43
Total 3 20 1 24
0.47 0.91 0.12 0.82
None Laboratory 0 0 1 1
Information 0.00 0.00 0.53 0.53
None 0 4 0 4
0.00 0.99 0.00 0.99
VMware 0 1 0 1
Workstation 0.00 4.33 0.00 4.33
Total 0 5 1 6
0.00 1.65 0.53 1.47
Password Citrix ICA 0 1 0 1
Client 0.00 0.10 0.00 0.10
Utah Master 0 1 0 1
Directory 0.00 2.50 0.00 2.50
Total 0 2 0 2
0.00 1.30 0.00 1.30
Reporting None 0 2 0 2
0.00 1.47 0.00 1.47
Total 0 2 0 2
0.00 1.47 0.00 1.47
Total 3 29 2 34
0.47 1.10 0.32 1.00
Network Error Citrix 0 1 0 1
MetaFrame 0.00 2.06 0.00 2.06
None 0 4 1 5
0.00 2.52 0.41 2.10
Novell Client 0 3 1 4
for 32-bit 0.00 0.30 0.00 0.22




High

Low

Medium

Total

Network Error Total 0 8 2 10
0.00 1.63 0.20 1.34

Incident None 0 2 0 2

0.00 0.96 0.00 0.96

Total 0 2 0 2

0.00 0.96 0.00 0.96

None None 0 3 0 3

0.00 0.54 0.00 0.54

Total 0 3 0 3

0.00 0.54 0.00 0.54

Performance None 0 2 0 2

0.00 0.05 0.00 0.05

Total 0 2 0 2

0.00 0.05 0.00 0.05

Total 0 15 2 17

0.00 1.11 0.20 1.00

PC/Laptop Error None 0 1 0 1
0.00 0.69 0.00 0.69

Total 0 1 0 1

0.00 0.69 0.00 0.69

Performance None 0 1 0 1

0.00 0.32 0.00 0.32

Total 0 1 0 1

0.00 0.32 0.00 0.32

Total 0 2 0 2

0.00 0.50 0.00 0.50

Print/Copy/Sca Incident None 0 6 1 7
n/Fax 0.00 1.02 0.19 0.91
Total 0 6 1 7

0.00 1.02 0.19 0.91

None None 0 4 0 4

0.00 0.85 0.00 0.85




High Low Medium Total
Print/Copy/Sca None Total 0 4 0 4
n/Fax 0.00 0.85 0.00 0.85
Total 0 10 1 11
0.00 0.95 0.19 0.88
Server Error Laboratory 1 0 0 1
Information 0.03 0.00 0.00 0.03
Newborn 0 2 0 2
Screening - 0.00 0.03 0.00 0.03
None 2 1 0 3
0.17 3.00 0.00 1.11
Total 3 3 0 6
0.12 1.22 0.00 0.62
Total 3 3 0 6
0.12 1.22 0.00 0.62
7 62 5 74
0.27 1.04 0.25 0.91
_No Tier 2 None None 0 1 2 3
0.00 0.00 0.00 0.00
Total 0 1 2 3
0.00 0.00 0.00 0.00
Total 0 1 2 3
0.00 0.00 0.00 0.00
Application Error None 0 2 0 2
0.00 0.47 0.00 0.47
Total 0 2 0 2
0.00 0.47 0.00 0.47
Total 0 2 0 2
0.00 0.47 0.00 0.47
Network Error None 0 1 0 1
0.00 0.51 0.00 0.51
Total 0 1 0 1
0.00 0.51 0.00 0.51




High Low Medium Total
Network Incident None 0 1 0 1
0.00 1.20 0.00 1.20
Total 0 1 0 1
0.00 1.20 0.00 1.20
Password None 0 1 0 1
0.00 1.35 0.00 1.35
Total 0 1 0 1
0.00 1.35 0.00 1.35
Total 0 3 0 3
0.00 1.02 0.00 1.02
0 6 2 8
0.00 0.73 0.00 0.62
_No Tier 2 None HP Scanjet 0 1 0 1
Scanner 2400 0.00 0.00 0.00 0.00
Internet 0 1 0 1
Explorer 0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.21 0.00 0.21
Wireless 0 2 0 2
Connection 0.00 0.00 0.00 0.00
Total 0 6 0 6
0.00 0.09 0.00 0.09
Total 0 6 0 6
0.00 0.09 0.00 0.09
Application Error Internet 0 2 0 2
Explorer 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
None Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Total 0 3 0 3
0.00 0.00 0.00 0.00

Network Password None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

PC/Laptop Error Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Hardware None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

None None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00

None None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00




High

Low

Medium

Total

0 15 0 15

0.00 0.04 0.00 0.04

_No Tier 2 None None 0 16 0 16
0.00 0.04 0.00 0.04

Total 0 16 0 16

0.00 0.04 0.00 0.04

Total 0 16 0 16
0.00 0.04 0.00 0.04

Application Error None 0 1 0 1
0.00 33.53 0.00 33.53

Total 0 1 0 1

0.00 33.53 0.00 33.53

None Public 0 1 0 1
Assistance 0.00 0.25 0.00 0.25

Total 0 1 0 1

0.00 0.25 0.00 0.25

Password Medicaid 0 4 0 4
Managed 0.00 1.17 0.00 1.17

Total 0 4 0 4

0.00 1.17 0.00 1.17

Total 0 6 0 6
0.00 6.41 0.00 6.41

Mainframe Error BlueZone 0 1 0 1
0.00 0.25 0.00 0.25

Total 0 1 0 1

0.00 0.25 0.00 0.25

Password BlueZone 0 1 0 1
0.00 0.48 0.00 0.48

None 0 6 0 6

0.00 0.17 0.00 0.17

Total 0 7 0 7

0.00 0.21 0.00 0.21




High

Low

Medium

Total

Mainframe Total 0 8 0 8
0.00 0.22 0.00 0.22

0 30 0 30

0.00 1.80 0.00 1.80

Application Error Citrix ICA 0 1 0 1
Client 0.00 0.77 0.00 0.77

Total 0 1 0 1

0.00 0.77 0.00 0.77

None None 0 1 0 1

0.00 0.00 0.00 0.00

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.38 0.00 0.38

Network None None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

PC/Laptop None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

0 6 0 6

0.00 0.22 0.00 0.22

Application Error None 0 2 0 2
0.00 1.03 0.00 1.03




Application

Application

Telecom

High Low Medium Total
Error Total 0 2 0 2
0.00 1.03 0.00 1.03
Total 0 2 0 2
0.00 1.03 0.00 1.03
0 2 0 2
0.00 1.03 0.00 1.03
Error Utah Statewide 0 1 0 1
Immunization 0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
0 1 0 1
0.00 0.27 0.00 0.27
Call/Receive None 0 3 0 3
0.00 0.25 0.00 0.25
Total 0 3 0 3
0.00 0.25 0.00 0.25
CrossTalk/Nois None 0 2 0 2
e/Static 0.00 0.14 0.00 0.14
Total 0 2 0 2
0.00 0.14 0.00 0.14
Dial Tone None 0 2 0 2
0.00 0.09 0.00 0.09
Total 0 2 0 2
0.00 0.09 0.00 0.09
Feature None 0 3 0 3
0.00 0.32 0.00 0.32
Total 0 3 0 3
0.00 0.32 0.00 0.32
Hardware None 0 2 0 2
0.00 0.10 0.00 0.10




Telecom

Telecom

High Low Medium Total
Hardware Total 0 2 0 2
0.00 0.10 0.00 0.10
None None 0 4 0 4
0.00 0.05 0.00 0.05
Total 0 4 0 4
0.00 0.05 0.00 0.05
Voice Mail None 0 7 0 7
0.00 0.16 0.00 0.16
Telephone 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 8 0 8
0.00 0.14 0.00 0.14
Total 0 24 0 24
0.00 0.16 0.00 0.16
0 24 0 24
0.00 0.16 0.00 0.16
Call/Receive None 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 1 0 1
0.00 0.10 0.00 0.10
Dial Tone None 0 4 0 4
0.00 0.25 0.00 0.25
Total 0 4 0 4
0.00 0.25 0.00 0.25
Feature None 0 3 0 3
0.00 0.06 0.00 0.06
Total 0 3 0 3
0.00 0.06 0.00 0.06
None None 0 1 0 1
0.00 0.63 0.00 0.63
Total 0 1 0 1
0.00 0.63 0.00 0.63




High

Low

Medium

Total

Telecom 0 9 0 9
0.00 0.21 0.00 0.21

0 9 0 9

0.00 0.21 0.00 0.21

_No Tier 2 0 0 1 1
0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Application Error Women, Infant, 2 5 0 7
and Children 0.00 0.00 0.00 0.00

Total 2 5 0 7

0.00 0.00 0.00 0.00

Password Women, Infant, 0 1 0 1

and Children 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Reporting Women, Infant, 0 2 0 2

and Children 0.00 0.00 0.00 0.00

Total 2

0.00

10

0.00

11

0.00

546

1.59




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Application Error Medicaid 0 1 0
Managed 0 1 0
Total 0 1 0
0 1 0
0 1 0
0 1 0
0 1 0
0 1 0
Application Error Medicaid 0 1 0
Managed Care 0 1 0
Total 0 1 0
0 1 0
Reporting Medicaid 0 1 0
Managed Care 0 0 0
Total 0 1 0
0 0 0
0 2 0
0 1 0
0 2 0
0 1 0
Application Error Public 0 1 0
Assistance 0 0 0
Total 0 1 0
0 0 0
Total 0 1 0
0 0 0




High Low Medium Total
0 1 0 1
0 0 0 0
Application Error Women, Infant, 0 2 0 2
and Children 0 0 0 0
Total 0 2 0 2
0 0 0 0
Total 0 2 0 2
0 0 0 0
Network Error Women, Infant, 0 1 0 1
and Children 0 0 0 0
Total 0 1 0 1
0 0 0 0
Password Women, Infant, 0 1 0 1
and Children 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
0 4 0 4
0 0 0 0
Application Error None 0 1 0 1
0 0 0 0
Novell 0 2 0 2
GroupWise 0 1 0 1
Novell 0 1 0 1
Messenger 0 1 0 1
Total 0 4 0 4
0 2 0 2
Reporting Novell 0 0 1 1
GroupWise 0 0 1 1
Total 0 0 1 1
0 0 1 1




High

Low

Medium

Total

Application

Application

EIS Hardware

Application

Scanner

Citrix
MetaFrame

None

Novell
GroupWise

Public
Assistance

Symantec
Endpoint

Total




High Low Medium Total
Application None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password Remedy 2 0 2
Service 0 0 0
Utah Master 7 0 7
Directory 0 0 0
Total 9 0 9
0 0 0
Reporting Finance Data 1 0 1
Warehouse 0 0 0
None 2 0 2
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 4 0 4
0 0 0
Total 21 0 21
0
Mainframe Error BlueZone 1 0 1
0 0 0
Medicaid 1 0 1
Managed 0 0 0
Total 2 0 2
0 0 0
Password BlueZone 2 0 2
0 0 0
Medicaid 2 0 2
Managed 0 0 0
None 3 0 3
0 0 0




High

Low

Medium

Total

Mainframe

Password

Total

Total

Network

Error

None

Novell Client
for 32-bit

Total

Password

None

Total

Performance

None

Total

Total

PC/Laptop

Performance

None

Total

Total

Server

Error

None

Total

Total




Telecom

Application

High Low Medium Total
Call/Receive None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Dial Tone None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Hardware None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Voice Mail None 3 0 3
0 0 0
Total 3 0 3
0 0 0
Total 7 0 7
0 0 0
47 0 47
0 0 0
None Remedy Asset 1 0 1
Management 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
1 0 1
0 0 0




High

Low

Medium

Total

Application

Application

Error eFIND/eSHARE 1 1
0 0

None 0 1

0 1

Novell 1 1

GroupWise 1 1

Total 2 3

1 2

Total 2 3
1 2

2 3

1 2

Error Content 1 1
Manager 0 0

eFIND/eSHARE 9 9

0 0

None 6 6

0 0

Public 1 1

Assistance 0 0

Total 17 17

0 0

None DateReporter 1 1
0 0

eFIND/eSHARE 1 1

0 0

Total 2 2

0 0

Password Content 2 2
Manager 0 0

eFIND/eSHARE 6 6

0 0




High

Low

Medium

Total

Application Password None 7 7
0 0

Utah Cares 2 2

0 0

Total 17 17

0 0

Total 36 36
0 0

36 36

0 0

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1
0 0

Application Error Novell 1 1
GroupWise 0 0

SAFE 1 1

0 0

Total 2 2

0 0

None None 1 1
0 0

Novell 1 1

GroupWise 0 0

Total 2 2

0 0

Password Citrix 1 1
MetaFrame 0 0

Total 1 1

0 0




High

Low

Medium

Total

Application Total 5 0 5
0 0 0

Mainframe Error Medicaid 1 0 1
Managed 0 0 0

Total 1 0 1

0 0 0

Password None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 2 0 2

0 0 0

Network Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

None None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 2 0 2

0 0 0

10 0 10

0 0 0

_No Tier 2 None None 4 0 4
0 0 0

Total 4 0 4

0 0 0

Total 4 0 4

0 0 0

Print/Copy/Sca None None 1 0 1
n/Fax 0 0 0




High Low Medium Total
Print/Copy/Sca None Total 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
5 0 5
0 0 0
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
1 0 1
0 0 0
_No Tier 2 None None 6 1 7
1 1 2
Total 6 1 7
1 1 2
Total 6 1 7
1 1 2
Application Error Adobe Acrobat 1 0 1
9.0 Pro 0 0 0
eFIND/eSHARE 1 0 1
0 0 0
Internet 1 0 1
Explorer 1 0 1
Microsoft 1 0 1
Access 0 0 0
Microsoft Excel 1 0 1
0 0 0
Microsoft Office 1 0 1
0 0 0




Application

High Low Medium Total

Error Microsoft Office 1 0 1
2003 0 0 0
Microsoft 1 0 1
Windows XP 1 0 1
Microsoft Word 2 0 2
0 0 0

None 26 1 27
4 0 4

Novell 9 1 10
GroupWise 1 0 1
Novell 1 0 1
Messenger 0 0 0
PGP 1 0 1
0 0 0

Total 47 2 49
7 0 7

None Citrix 1 0 1
MetaFrame 0 0 0
Microsoft 1 0 1
FrontPage 1 0 1
Microsoft Office 1 0 1
0 0 0

None 3 0 3
0 0 0

Novell Client 1 0 1
for 32-bit 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 10 0 10




High Low Medium Total
Application Password None 1 0 1
1 0 1
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 2 0 2
Messenger 0 0 0
Utah Master 1 0 1
Directory 1 0 1
Total 5 0 5
2 0 2
Reporting Medicaid 1 0 1
Managed Care 0 0 0
None 11 0 11
3 0 3
Novell 5 0 5
GroupWise 0 0 0
SAS 1 0 1
0 0 0
Total 18 0 18
3 0 3
Total 80 2 82
13 0 13
Network Error None 19 0 19
1 0 1
Novell Client 10 0 10
for 32-bit 3 0 3
Total 29 0 29
4 0 4
Incident None 3 0 3
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0




High Low Medium Total
Network Incident Total 5 0 5
0 0 0
None None 8 0 8
0 0 0
Novell Client 4 0 4
for 32-bit 0 0 0
WirelessOffice 1 0 1
0 0 0
Total 13 0 13
0 0 0
Password None 10 0 10
0 0 0
Novell Client 5 2 7
for 32-bit 1 1 2
Total 15 2 17
1 1 2
Performance None 12 0 12
0 0 0
Total 12 0 12
0 0 0
Virus None 1 0 1
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Total 3 0 3
0 0 0
Total 77 2 79
5 1 6
PC/Laptop Error None 9 0 9
4 0 4
RealPlayer 1 0 1
0 0 0




High

Low

Medium

Total

PC/Laptop Error Total 10 0 10
4 0 4
Hardware None 21 0 21
4 0 4
Total 21 0 21

0
None None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Performance None 4 1 5
0 1 1
Total 4 1 5
0 1 1
Virus None 14 3 17
3 2 5
Total 14 3 17
3 2 5
Total 51 4 55
11 3 14
Print/Copy/Sca Error Code None 5 1 6
n/Fax 1 0 1
Total 5 1 6
1 0 1
Incident Laboratory 1 0 1
Information 1 0 1
None 11 0 11
2 0 2
Total 12 0 12
3 0 3
None None 4 0 4
2 0 2




High Low Medium Total
Print/Copy/Sca None Total 4 0 4
n/Fax 2 0 2
Queue None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 22 1 23
6 0 6
Wireless Error Novell Client 1 0 1
Connectivity for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
237 10 247
36 5 41
_No Tier 2 None None 3 0 4
2 0 2
Total 3 0 4
2 0 2
Total 3 0 4
2 0 2
Application Error Citrix ICA 4 0 4
Client 1 0 1
Citrix 1 0 1
Installation 0 0 0
Citrix 2 0 2
MetaFrame 0 0 0
Laboratory 1 0 2
Information 0 0 0
None 10 1 13
5 0 6




High Low Medium Total
Application Error Novell Client 1 1
for 32-bit 0 0
Oscars 1 1
Renamer 1 1
Total 20 24
7 8
None Laboratory 0 1
Information 0 1
None 4 4
1 1
VMware 1 1
Workstation 1 1
Total 5 6
2 3
Password Citrix ICA 1 1
Client 0 0
Utah Master 1 1
Directory 1 1
Total 2 2
1 1
Reporting None 2 2
0 0
Total 2 2
0 0
Total 29 34
10 12
Network Error Citrix 1 1
MetaFrame 0 0
None 4 5
2 2
Novell Client 3 4
for 32-bit 0 0




High

Low

Medium

Total

Network Error Total 8 2 10
2 0 2

Incident None 2 0 2

2 0 2

Total 2 0 2

2 0 2

None None 3 0 3

3 0 3

Total 3 0 3

3 0 3

Performance None 2 0 2

1 0 1

Total 2 0 2

1 0 1

Total 15 2 17

8 0 8

PC/Laptop Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Performance None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 2 0 2

0 0 0

Print/Copy/Sca Incident None 6 1 7
n/Fax 2 1 3
Total 6 1 7

2 1 3

None None 4 0 4




High

Low

Medium

Total

Print/Copy/Sca None Total 4 0 4
n/Fax 1 0 1
Total 10 1 11

3 1 4

Server Error Laboratory 0 0 1
Information 0 0 0

Newborn 2 0 2

Screening - 2 0 2

None 1 0 3

1 0 1

Total 3 0 6

3 0 3

Total 3 0 6

3 0 3

62 5 74

26 2 29

_No Tier 2 None None 1 2 3
1 0 1

Total 1 2 3

1 0 1

Total 1 2 3

1 0 1

Application Error None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

Network Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0




High

Low

Medium

Total

Network

_No Tier 2

Incident

None

Total

Password

None

Total

Total

None

HP Scanjet
Scanner 2400

Internet
Explorer

None

Wireless
Connection

Total

Total

Application

Error

Internet
Explorer

Total

None

Novell
Messenger

Total




High

Low

Medium

Total

Application Total 3 0 3
0 0 0

Network Password None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

PC/Laptop Error Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

Hardware None 1 0 1

0 0 0

Total 1 0 1

0 0 0

None None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 3 0 3

0 0 0

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

None None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 2 0 2

0 0 0




High

Low

Medium

Total

0 15 15

0 0 0

_No Tier 2 None None 0 16 16
0 0 0

Total 0 16 16

0 0 0

Total 0 16 16
0 0 0

Application Error None 0 1 1
0 1 1

Total 0 1 1

0 1 1

None Public 0 1 1
Assistance 0 0 0

Total 0 1 1

0 0 0

Password Medicaid 0 4 4
Managed 0 1 1

Total 0 4 4

0 1 1

Total 0 6 6
0 2 2

Mainframe Error BlueZone 0 1 1
0 0 0

Total 0 1 1

0 0 0

Password BlueZone 0 1 1
0 0 0

None 0 6 6

0 0 0

Total 0 7 7

0 0 0




High

Low

Medium

Total

Mainframe Total 8 0 8
0 0 0

30 0 30

2 0 2

Application Error Citrix ICA 1 0 1
Client 0 0 0

Total 1 0 1

0 0 0

None None 1 0 1

0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 2 0 2

0 0 0

Total 3 0 3

0 0 0

Network None None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

PC/Laptop None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

6 0 6

0 0 0

Application Error None 2 0 2
0 0 0




High

Low

Medium

Total

Application

Application

Telecom

Error

Total

Total

Error

Utah Statewide
Immunization

Total

Total

Call/Receive

None

Total

CrossTalk/Nois
e/Static

None

Total

Dial Tone

None

Total

Feature

None

Total

Hardware

None




Telecom

Telecom

High Low Medium Total
Hardware Total 2 0 2
0 0 0
None None 4 0 4
0 0 0
Total 4 0 4
0 0 0
Voice Mail None 7 0 7
0 0 0
Telephone 1 0 1
0 0 0
Total 8 0 8
0 0 0
Total 24 0 24
3 0 3
24 0 24
3 0 3
Call/Receive None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Dial Tone None 4 0 4
0 0 0
Total 4 0 4
0 0 0
Feature None 3 0 3
0 0 0
Total 3 0 3
0 0 0
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0




Telecom

_No Tier 2

Total

Application

Error

Password

Reporting

High Low Medium Total
9
0
9
0
1
0
Total 1
0
1
0
Women, Infant, 7
and Children 0
Total 7
0
Women, Infant, 1
and Children 0
Total 1
0
Women, Infant, 2
and Children 0
Total 2
0
10
0
11
0
546

85




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and

Critical within 2 clock hours.
Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
Application Error Medicaid 0 1 0 1
Managed 0.00 130.09 0.00 130.09
Total 0 1 0 1
0.00 130.09 0.00 130.09
0 1 0 1
0.00 130.09 0.00 130.09
0 1 0 1
0.00 130.09 0.00 130.09
Application Medicaid 0 1 0 1
Managed Care 0.00 4.22 0.00 4.22
Total 0 1 0 1
0.00 4.22 0.00 4.22
Reporting Medicaid 0 1 0 1
Managed Care 0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
0 2 0 2
0.00 2.20 0.00 2.20
0 2 0 2
0.00 2.20 0.00 2.20
Application Public 0 1 0 1
Assistance 0.00 1.15 0.00 1.15
Total 0 1 0 1
0.00 1.15 0.00 1.15




High Low Medium Total
Application Total 0 1 0 1
0.00 1.15 0.00 1.15
0 1 0 1
0.00 1.15 0.00 1.15
Application Error Women, Infant, 0 2 0 2
and Children 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Network Error Women, Infant, 0 1 0 1
and Children 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Women, Infant, 0 1 0 1
and Children 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
0 4 0 4
0.00 0.00 0.00 0.00
Application Error None 0 1 0 1
0.00 0.39 0.00 0.39
Novell 0 2 0 2
GroupWise 0.00 3.73 0.00 3.73
Novell 0 1 0 1
Messenger 0.00 29.10 0.00 29.10
Total 0 4 0 4
0.00 9.24 0.00 9.24
Reporting Novell 0 0 1 1
GroupWise 0.00 0.00 6.60 6.60




Application

Application

EIS Hardware

Application

High Low Medium Total
Reporting Total 0 0 1 1
0.00 0.00 6.60 6.60
Total 0 4 1 5
0.00 9.24 6.60 8.71
0 4 1 5
0.00 9.24 6.60 8.71
1 1 0 2
0.32 0.44 0.00 0.38
1 1 0 2
0.32 0.44 0.00 0.38
1 1 0 2
0.32 0.44 0.00 0.38
1 1 0 2
0.32 0.44 0.00 0.38
Scanner 0 1 0 1
0.00 21.89 0.00 21.89
0 1 0 1
0.00 21.89 0.00 21.89
0 1 0 1
0.00 21.89 0.00 21.89
0 1 0 1
0.00 21.89 0.00 21.89
Error Citrix 0 1 0 1
MetaFrame 0.00 0.00 0.00 0.00
None 0 1 0 1
0.00 0.58 0.00 0.58
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Public 0 1 0 1
Assistance 0.00 0.00 0.00 0.00
Symantec 0 3 0 3
Endpoint 0.00 0.00 0.00 0.00




High Low Medium Total
Application Error Total 0 7 0 7
0.00 0.14 0.00 0.14
None None 0 1 0 1
0.00 0.44 0.00 0.44
Total 0 1 0 1
0.00 0.44 0.00 0.44
Password Remedy 0 2 0 2
Service 0.00 0.00 0.00 0.00
Utah Master 0 7 0 7
Directory 0.00 1.80 0.00 1.80
Total 0 9 0 9
0.00 1.57 0.00 1.57
Reporting Finance Data 0 1 0 1
Warehouse 0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.00 0.00 0.00
Total 0 21 0 21
0.00 0.91 0.00 0.91
Mainframe Error BlueZone 0 1 0 1
0.00 0.00 0.00 0.00
Medicaid 0 1 0 1
Managed 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Password BlueZone 0 2 0 2
0.00 0.00 0.00 0.00
Medicaid 0 2 0 2
Managed 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Mainframe Password None 0 3 0 3
0.00 0.00 0.00 0.00

Total 0 7 0 7

0.00 0.00 0.00 0.00

Total 0 9 0 9

0.00 0.00 0.00 0.00

Network Error None 0 2 0 2
0.00 0.00 0.00 0.00

Novell Client 0 2 0 2

for 32-bit 0.00 0.10 0.00 0.10

Total 0 4 0 4

0.00 0.06 0.00 0.06

Password None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Performance None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 8 0 8

0.00 0.04 0.00 0.04

PC/Laptop Performance None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Server Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00




High Low Medium Total
Server Total 0 1 0 1
0.00 0.00 0.00 0.00
Telecom Call/Receive None 0 1 0 1
0.00 0.43 0.00 0.43
Total 0 1 0 1
0.00 0.43 0.00 0.43
Dial Tone None 0 1 0 1
0.00 1.72 0.00 1.72
Total 0 1 0 1
0.00 1.72 0.00 1.72
Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
None None 0 1 0 1
0.00 0.67 0.00 0.67
Total 0 1 0 1
0.00 0.67 0.00 0.67
Voice Mail None 0 3 0 3
0.00 0.53 0.00 0.53
Total 0 3 0 3
0.00 0.53 0.00 0.53
Total 0 7 0 7
0.00 0.69 0.00 0.69
0 47 0 47
0.00 0.57 0.00 0.57
Application None Remedy Asset 0 1 0 1
Management 0.00 0.23 0.00 0.23
Total 0 1 0 1
0.00 0.23 0.00 0.23
Total 0 1 0 1
0.00 0.23 0.00 0.23




Application

Application

High Low Medium Total
0 1 0 1
0.00 0.23 0.00 0.23
Error eFIND/eSHARE 0 1 0 1
0.00 0.23 0.00 0.23
None 0 0 1 1
0.00 0.00 400.86 400.86
Novell 0 1 0 1
GroupWise 0.00 7.65 0.00 7.65
Total 0 2 1 3
0.00 3.94 400.86 136.25
Total 0 2 1 3
0.00 3.94 400.86 136.25
0 2 1 3
0.00 3.94 400.86 136.25
Error Content 0 1 0 1
Manager 0.00 0.00 0.00 0.00
eFIND/eSHARE 0 9 0 9
0.00 0.1 0.00 0.1
None 0 6 0 6
0.00 0.00 0.00 0.00
Public 0 1 0 1
Assistance 0.00 0.03 0.00 0.03
Total 0 17 0 17
0.00 0.06 0.00 0.06
None DateReporter 0 1 0 1
0.00 0.02 0.00 0.02
eFIND/eSHARE 0 1 0 1
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
Password Content 0 2 0 2
Manager 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Password eFIND/eSHARE 0 6 0 6
0.00 0.00 0.00 0.00

None 0 7 0 7

0.00 0.00 0.00 0.00

Utah Cares 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 17 0 17

0.00 0.00 0.00 0.00

Total 0 36 0 36
0.00 0.03 0.00 0.03

0 36 0 36

0.00 0.03 0.00 0.03

_No Tier 2 None None 0 1 0 1
0.00 0.07 0.00 0.07

Total 0 1 0 1

0.00 0.07 0.00 0.07

Total 0 1 0 1
0.00 0.07 0.00 0.07

Application Error Novell 0 1 0 1
GroupWise 0.00 0.04 0.00 0.04

SAFE 0 1 0 1

0.00 0.1 0.00 0.11

Total 0 2 0 2

0.00 0.07 0.00 0.07

None None 0 1 0 1
0.00 0.00 0.00 0.00

Novell 0 1 0 1

GroupWise 0.00 0.03 0.00 0.03

Total 0 2 0 2

0.00 0.02 0.00 0.02

Password Citrix 0 1 0 1
MetaFrame 0.00 0.94 0.00 0.94




High

Low

Medium

Total

Application Password Total 0 1 0 1
0.00 0.94 0.00 0.94

Total 0 5 0 5

0.00 0.22 0.00 0.22

Mainframe Error Medicaid 0 1 0 1
Managed 0.00 0.01 0.00 0.01

Total 0 1 0 1

0.00 0.01 0.00 0.01

Password None 0 1 0 1

0.00 0.01 0.00 0.01

Total 0 1 0 1

0.00 0.01 0.00 0.01

Total 0 2 0 2

0.00 0.01 0.00 0.01

Network Error None 0 1 0 1
0.00 0.27 0.00 0.27

Total 0 1 0 1

0.00 0.27 0.00 0.27

None None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.18 0.00 0.18

0 10 0 10

0.00 0.16 0.00 0.16

_No Tier 2 None None 0 4 0 4
0.00 1.40 0.00 1.40

Total 0 4 0 4

0.00 1.40 0.00 1.40

Total 0 4 0 4

0.00 1.40 0.00 1.40




High Low Medium Total
Print/Copy/Sca None None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 5 0 5
0.00 1.24 0.00 1.24
_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 6 1 7
0.00 3.81 10.40 4.75
Total 0 6 1 7
0.00 3.81 10.40 4.75
Total 0 6 1 7
0.00 3.81 10.40 4.75
Application Error Adobe Acrobat 0 1 0 1
9.0 Pro 0.00 0.38 0.00 0.38
eFIND/eSHARE 0 1 0 1
0.00 0.86 0.00 0.86
Internet 0 1 0 1
Explorer 0.00 21.40 0.00 21.40
Microsoft 0 1 0 1
Access 0.00 5.51 0.00 5.51
Microsoft Excel 0 1 0 1
0.00 1.95 0.00 1.95




Application

High Low Medium Total

Error Microsoft Office 0 1 0 1
0.00 2.67 0.00 2.67

Microsoft Office 0 1 0 1
2003 0.00 1.41 0.00 1.41
Microsoft 0 1 0 1
Windows XP 0.00 3.38 0.00 3.38
Microsoft Word 0 2 0 2
0.00 2.23 0.00 2.23

None 0 26 1 27
0.00 5.19 1.14 5.04

Novell 0 9 1 10
GroupWise 0.00 1.56 0.86 1.49
Novell 0 1 0 1
Messenger 0.00 0.39 0.00 0.39
PGP 0 1 0 1
0.00 38.48 0.00 38.48

Total 0 47 2 49
0.00 4.89 1.00 473

None Citrix 0 1 0 1
MetaFrame 0.00 0.57 0.00 0.57
Microsoft 0 1 0 1
FrontPage 0.00 3.69 0.00 3.69
Microsoft Office 0 1 0 1
0.00 0.62 0.00 0.62

None 0 3 0 3
0.00 9.97 0.00 9.97

Novell Client 0 1 0 1
for 32-bit 0.00 2.08 0.00 2.08
Novell 0 2 0 2
GroupWise 0.00 0.47 0.00 0.47
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00




High Low Medium Total
Application None Total 0 10 0 10
0.00 3.98 0.00 3.98
Password None 0 1 0 1
0.00 22.72 0.00 22.72
Novell Client 0 1 0 1
for 32-bit 0.00 0.39 0.00 0.39
Novell 0 2 0 2
Messenger 0.00 4.27 0.00 4.27
Utah Master 0 1 0 1
Directory 0.00 34.93 0.00 34.93
Total 0 5 0 5
0.00 13.32 0.00 13.32
Reporting Medicaid 0 1 0 1
Managed Care 0.00 1.96 0.00 1.96
None 0 11 0 11
0.00 8.89 0.00 8.89
Novell 0 5 0 5
GroupWise 0.00 4.42 0.00 4.42
SAS 0 1 0 1
0.00 1.98 0.00 1.98
Total 0 18 0 18
0.00 6.88 0.00 6.88
Total 0 80 2 82
0.00 5.76 1.00 5.64
Network Error None 0 19 0 19
0.00 4.17 0.00 417
Novell Client 0 10 0 10
for 32-bit 0.00 2.74 0.00 2.74
Total 0 29 0 29
0.00 3.68 0.00 3.68
Incident None 0 3 0 3
0.00 1.09 0.00 1.09




High Low Medium Total
Network Incident Novell Client 0 2 0 2
for 32-bit 0.00 0.66 0.00 0.66
Total 0 5 0 5
0.00 0.92 0.00 0.92
None None 0 8 0 8
0.00 0.93 0.00 0.93
Novell Client 0 4 0 4
for 32-bit 0.00 15.38 0.00 15.38
WirelessOffice 0 1 0 1
0.00 0.81 0.00 0.81
Total 0 13 0 13
0.00 5.37 0.00 5.37
Password None 0 10 0 10
0.00 0.89 0.00 0.89
Novell Client 0 5 2 7
for 32-bit 0.00 7.88 2.83 6.44
Total 0 15 2 17
0.00 3.22 2.83 3.17
Performance None 0 12 0 12
0.00 0.33 0.00 0.33
Total 0 12 0 12
0.00 0.33 0.00 0.33
Virus None 0 1 0 1
0.00 1.05 0.00 1.05
Novell Client 0 2 0 2
for 32-bit 0.00 1.39 0.00 1.39
Total 0 3 0 3
0.00 1.27 0.00 1.27
Total 0 77 2 79
0.00 3.08 2.83 3.07
PC/Laptop Error None 0 9 0 9
0.00 6.91 0.00 6.91




High

Low

Medium

Total

PC/Laptop Error RealPlayer 0 1 0 1
0.00 0.13 0.00 0.13

Total 0 10 0 10

0.00 6.23 0.00 6.23

Hardware None 0 21 0 21
0.00 7.88 0.00 7.88

Total 0 21 0 21

0.00 7.88 0.00 7.88

None None 0 2 0 2
0.00 1.59 0.00 1.59

Total 0 2 0 2

0.00 1.59 0.00 1.59

Performance None 0 4 1 5
0.00 1.75 2.79 1.96

Total 0 4 1 5

0.00 1.75 2.79 1.96

Virus None 0 14 3 17
0.00 4.81 2.43 4.39

Total 0 14 3 17

0.00 4.81 2.43 4.39

Total 0 51 4 55
0.00 5.99 2.52 5.73

Print/Copy/Sca Error Code None 0 5 1 6
n/Fax 0.00 10.25 1.02 8.71
Total 0 5 1 6

0.00 10.25 1.02 8.71

Incident Laboratory 0 1 0 1
Information 0.00 3.33 0.00 3.33

None 0 11 0 11

0.00 2.73 0.00 2.73

Total 0 12 0 12

0.00 2.78 0.00 2.78




High Low Medium Total
Print/Copy/Sca None None 0 4 0 4
n/Fax 0.00 2.34 0.00 2.34
Total 0 4 0 4
0.00 2.34 0.00 2.34
Queue None 0 1 0 1
0.00 0.01 0.00 0.01
Total 0 1 0 1
0.00 0.01 0.00 0.01
Total 0 22 1 23
0.00 4.27 1.02 413
Wireless Error Novell Client 0 1 0 1
Connectivity for 32-bit 0.00 0.82 0.00 0.82
Total 0 1 0 1
0.00 0.82 0.00 0.82
Total 0 1 0 1
0.00 0.82 0.00 0.82
0 237 10 247
0.00 473 2.91 4.65
_No Tier 2 None None 1 3 0 4
0.25 2.55 0.00 1.98
Total 1 3 0 4
0.25 2.55 0.00 1.98
Total 1 3 0 4
0.25 2.55 0.00 1.98
Application Error Citrix ICA 0 4 0 4
Client 0.00 1.66 0.00 1.66
Citrix 0 1 0 1
Installation 0.00 2.70 0.00 2.70
Citrix 0 2 0 2
MetaFrame 0.00 2.16 0.00 2.16
Laboratory 1 1 0 2
Information 0.91 2.31 0.00 1.61




High Low Medium Total
Application Error None 2 10 1 13
2.50 6.75 1.02 5.66
Novell Client 0 1 0 1
for 32-bit 0.00 0.73 0.00 0.73
Oscars 0 1 0 1
Renamer 0.00 70.86 0.00 70.86
Total 3 20 1 24
1.97 7.75 1.02 6.75
None Laboratory 0 0 1 1
Information 0.00 0.00 7.47 7.47
None 0 4 0 4
0.00 7.82 0.00 7.82
VMware 0 1 0 1
Workstation 0.00 22.39 0.00 22.39
Total 0 5 1 6
0.00 10.73 7.47 10.19
Password Citrix ICA 0 1 0 1
Client 0.00 0.13 0.00 0.13
Utah Master 0 1 0 1
Directory 0.00 74.84 0.00 74.84
Total 0 2 0 2
0.00 37.49 0.00 37.49
Reporting None 0 2 0 2
0.00 4.75 0.00 4.75
Total 0 2 0 2
0.00 4.75 0.00 4.75
Total 3 29 2 34
1.97 10.11 4.24 9.05
Network Error Citrix 0 1 0 1
MetaFrame 0.00 2.09 0.00 2.09
None 0 4 1 5
0.00 14.74 0.41 11.87




High

Low

Medium

Total

Network Error Novell Client 0 3 1 4
for 32-bit 0.00 1.93 0.00 1.45

Total 0 8 2 10

0.00 8.36 0.20 6.72

Incident None 0 2 0 2

0.00 11.32 0.00 11.32

Total 0 2 0 2

0.00 11.32 0.00 11.32

None None 0 3 0 3

0.00 9.10 0.00 9.10

Total 0 3 0 3

0.00 9.10 0.00 9.10

Performance None 0 2 0 2

0.00 4.86 0.00 4.86

Total 0 2 0 2

0.00 4.86 0.00 4.86

Total 0 15 2 17

0.00 8.43 0.20 7.47

PC/Laptop Error None 0 1 0 1
0.00 0.89 0.00 0.89

Total 0 1 0 1

0.00 0.89 0.00 0.89

Performance None 0 1 0 1

0.00 2.28 0.00 2.28

Total 0 1 0 1

0.00 2.28 0.00 2.28

Total 0 2 0 2

0.00 1.59 0.00 1.59

Print/Copy/Sca Incident None 0 6 1 7
n/Fax 0.00 7.67 2.64 6.95
Total 0 6 1 7

0.00 7.67 2.64 6.95




High

Low

Medium

Total

Print/Copy/Sca None None 0 4 0 4
n/Fax 0.00 2.77 0.00 2.77
Total 0 4 0 4

0.00 2.77 0.00 2.77

Total 0 10 1 11

0.00 5.71 2.64 5.43

Server Error Laboratory 1 0 0 1
Information 0.34 0.00 0.00 0.34

Newborn 0 2 0 2

Screening - 0.00 13.83 0.00 13.83

None 2 1 0 3

0.25 3.00 0.00 1.17

Total 3 3 0 6

0.28 10.22 0.00 5.25

Total 3 3 0 6

0.28 10.22 0.00 5.25

7 62 5 74

1.00 8.36 2.31 7.25

_No Tier 2 None None 0 1 2 3
0.00 9.97 0.00 3.32

Total 0 1 2 3

0.00 9.97 0.00 3.32

Total 0 1 2 3

0.00 9.97 0.00 3.32

Application Error None 0 2 0 2
0.00 16.79 0.00 16.79

Total 0 2 0 2

0.00 16.79 0.00 16.79

Total 0 2 0 2

0.00 16.79 0.00 16.79

Network Error None 0 1 0 1
0.00 0.63 0.00 0.63




High

Low

Medium

Total

Network Error Total 0 1 0 1
0.00 0.63 0.00 0.63

Incident None 0 1 0 1
0.00 1.36 0.00 1.36

Total 0 1 0 1

0.00 1.36 0.00 1.36

Password None 0 1 0 1
0.00 32.16 0.00 32.16

Total 0 1 0 1

0.00 32.16 0.00 32.16

Total 0 3 0 3
0.00 11.38 0.00 11.38

0 6 2 8

0.00 12.95 0.00 9.71

_No Tier 2 None HP Scanjet 0 1 0 1
Scanner 2400 0.00 0.00 0.00 0.00

Internet 0 1 0 1

Explorer 0.00 0.00 0.00 0.00

None 0 2 0 2

0.00 26.56 0.00 26.56

Wireless 0 2 0 2

Connection 0.00 0.00 0.00 0.00

Total 0 6 0 6

0.00 11.38 0.00 11.38

Total 0 6 0 6
0.00 11.38 0.00 11.38

Application Error Internet 0 2 0 2
Explorer 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

None Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application None Total 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Network Password None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

PC/Laptop Error Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Hardware None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

None None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 0.00 0.00 0.00
Total 0 1 0 1

0.00 0.00 0.00 0.00

None None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00




High

Low

Medium

Total

Print/Copy/Sca Total 0 2 0 2
n/Fax 0.00 0.00 0.00 0.00
0 15 0 15

0.00 4.98 0.00 4,98

_No Tier 2 None None 0 16 0 16
0.00 0.34 0.00 0.34

Total 0 16 0 16

0.00 0.34 0.00 0.34

Total 0 16 0 16

0.00 0.34 0.00 0.34

Application Error None 0 1 0 1
0.00 34.08 0.00 34.08

Total 0 1 0 1

0.00 34.08 0.00 34.08

None Public 0 1 0 1

Assistance 0.00 0.31 0.00 0.31

Total 0 1 0 1

0.00 0.31 0.00 0.31

Password Medicaid 0 4 0 4

Managed 0.00 2.04 0.00 2.04

Total 0 4 0 4

0.00 2.04 0.00 2.04

Total 0 6 0 6

0.00 7.09 0.00 7.09

Mainframe Error BlueZone 0 1 0 1
0.00 1.02 0.00 1.02

Total 0 1 0 1

0.00 1.02 0.00 1.02

Password BlueZone 0 1 0 1

0.00 2.28 0.00 2.28

None 0 6 0 6

0.00 0.50 0.00 0.50




High

Low

Medium

Total

Mainframe Password Total 0 7 0 7
0.00 0.75 0.00 0.75

Total 0 8 0 8

0.00 0.79 0.00 0.79

0 30 0 30

0.00 1.97 0.00 1.97

Application Error Citrix ICA 0 1 0 1
Client 0.00 0.77 0.00 0.77

Total 0 1 0 1

0.00 0.77 0.00 0.77

None None 0 1 0 1

0.00 0.00 0.00 0.00

Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.38 0.00 0.38

Network None None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

PC/Laptop None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

0 6 0 6

0.00 0.22 0.00 0.22




Application

Application

Telecom

High Low Medium Total
Error None 0 2 0 2
0.00 5.80 0.00 5.80
Total 0 2 0 2
0.00 5.80 0.00 5.80
Total 0 2 0 2
0.00 5.80 0.00 5.80
0 2 0 2
0.00 5.80 0.00 5.80
Error Utah Statewide 0 1 0 1
Immunization 0.00 0.85 0.00 0.85
Total 0 1 0 1
0.00 0.85 0.00 0.85
Total 0 1 0 1
0.00 0.85 0.00 0.85
0 1 0 1
0.00 0.85 0.00 0.85
Call/Receive None 0 3 0 3
0.00 20.24 0.00 20.24
Total 0 3 0 3
0.00 20.24 0.00 20.24
CrossTalk/Nois None 0 2 0 2
e/Static 0.00 51.51 0.00 51.51
Total 0 2 0 2
0.00 51.51 0.00 51.51
Dial Tone None 0 2 0 2
0.00 2.46 0.00 2.46
Total 0 2 0 2
0.00 2.46 0.00 2.46
Feature None 0 3 0 3
0.00 11.43 0.00 11.43
Total 0 3 0 3
0.00 11.43 0.00 11.43




Telecom

Telecom

High Low Medium Total
Hardware None 0 2 0 2
0.00 6.03 0.00 6.03
Total 0 2 0 2
0.00 6.03 0.00 6.03
None None 0 4 0 4
0.00 0.05 0.00 0.05
Total 0 4 0 4
0.00 0.05 0.00 0.05
Voice Mail None 0 7 0 7
0.00 0.27 0.00 0.27
Telephone 0 1 0 1
0.00 0.18 0.00 0.18
Total 0 8 0 8
0.00 0.26 0.00 0.26
Total 0 24 0 24
0.00 9.45 0.00 9.45
0 24 0 24
0.00 9.45 0.00 9.45
Call/Receive None 0 1 0 1
0.00 5.22 0.00 5.22
Total 0 1 0 1
0.00 5.22 0.00 5.22
Dial Tone None 0 4 0 4
0.00 1.89 0.00 1.89
Total 0 4 0 4
0.00 1.89 0.00 1.89
Feature None 0 3 0 3
0.00 7.15 0.00 7.15
Total 0 3 0 3
0.00 715 0.00 7.15
None None 0 1 0 1
0.00 1.09 0.00 1.09




High

Low

Medium

Total

Telecom 0 1 0 1
0.00 1.09 0.00 1.09

0 9 0 9

0.00 3.93 0.00 3.93

0 9 0 9

0.00 3.93 0.00 3.93

_No Tier 2 0 0 1 1
0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Application Error Women, Infant, 2 5 0 7
and Children 0.00 0.00 0.00 0.00

Total 2 5 0 7

0.00 0.00 0.00 0.00

Password Women, Infant, 0 1 0 1

and Children 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Reporting Women, Infant, 0 2 0 2

and Children 0.00 0.00 0.00 0.00

Total 2

0.00

10

0.00

11

0.00

546

5.60

INC000000054123  _No Tier 2 None TIR Missed: No TIR: 0.62
Metro D North Desktop Support Health Low Closed TTR Missed: No TTR: 79.68
INC000000055840 _No Tier 2 None TIR Missed: No TIR: 0.34




Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 32.94
INC000000057477 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.22
INC000000057903  _No Tier 2 None Wireless Connection Mar TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000057906  _No Tier 2 None Wireless Connection Mar TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000058119 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.14
INC000000058676 _No Tier 2 None None TIR Missed: Yes TIR: 3.29
Metro C Desktop Support Health Low Closed TTR Missed: No  TTR: 3.29
INC000000059231 _No Tier 2 None None TIR Missed: Yes TIR: 2.09
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 6.88
INC000000059503 _No Tier 2 None None TIRMissed: No TIR: 0.64
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.96
INC000000060065 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.06
INC000000060186 _No Tier 2 None None TIRMissed: No TIR: 0.22
Metro D Hosting Health High Closed TTR Missed: No  TTR: 0.50
INC000000060195 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060699 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000061416 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.04
INC000000061758 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Network Health Low Closed TTR Missed: Yes TTR: 19.94
INC000000061880 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.05
INC000000061914 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.05
INC000000061928 _No Tier 2 None None TIRMissed: No TIR:  0.07
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.09
INC000000062000 _No Tier 2 None Internet Explorer TIR Missed: No TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000062255 _No Tier 2 None None TIR Missed: Yes TIR: 1.22
Metro C Desktop Support Health Low Closed TTR Missed: No  TTR: 3.07
INC000000062300 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Health Low Closed TTR Missed: No  TTR: 0.14
INC000000062389 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000062393 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000063801 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Network Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000064296 _No Tier 2 None None TIRMissed: No TIR:  0.41
Metro C Desktop Support Health Low Closed TTR Missed: No  TTR: 3.90
INC000000064855 _No Tier 2 None None TIR Missed: No TIR:  0.00



Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.00
INC000000065178 _No Tier 2 None None TIRMissed: No TIR: 0.16
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.36
INC000000065414 _No Tier 2 None None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Medium Resolved TTR Missed: Yes TTR: 20.80
INC000000065693 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.04
INC000000066193 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000066765 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.03
INC000000067387 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 7.59
INC000000068549 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 8.07
INC000000069143 _No Tier 2 None None TIRMissed: No TIR: 0.14
Metro C Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.91
INC000000069481 _No Tier 2 None None TIRMissed: No TIR:  0.69
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.70
INC000000069486 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.05
INC000000070541 _No Tier 2 None None TIR Missed: No TIR: 0.18
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.01
INC000000070723 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000070901  _No Tier 2 None HP Scanjet Scanner 240( TIR Missed: No TIR: 0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000071275 _No Tier 2 None None TIRMissed: No TIR: 0.49
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.54
INC000000071667 _No Tier 2 None None TIR Missed: No TIR:  0.00
WIC Tech Support Health Medium Resolved TTR Missed: No  TTR: 0.00
INC000000072203 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Network Health Medium Resolved TTR Missed: No  TTR: 0.00
INC000000072204 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Network Health Medium Resolved TTR Missed: No  TTR: 0.00
INC000000000989  Application Error None TIR Missed: Yes TIR: 801.73
Metro A Desktop Support Health Medium Closed TTR Missed: Yes TTR: 801.73
INC000000050791  Application Error Oscars Renamer TIR Missed: No TIR: 0.87
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 141.72
INC000000051036  Application Error Medicaid Managed Inforn TIR Missed: Yes TIR: 260.17
Application Support - MMIS Health Low Resolved TTR Missed: Yes TTR: 260.17
INC000000053950  Application Error None TIR Missed: No TIR:  0.39
Metro D Network Health Low Closed TTR Missed: No  TTR: 65.65
INC000000054642  Application Error None TIR Missed: Yes TIR: 67.07
Operations Production Control Health Low Closed TTR Missed: Yes TTR: 68.16
INC000000054652  Application Error None TIRMissed: No TIR: 044
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 51.66




INC000000054654  Application Reporting None TIRMissed: No TIR: 0.12
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 84.87
INC000000055495  Application Password Utah Master Directory TIR Missed: Yes TIR: 4.99
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 149.68
INC000000056432  Application None VMware Workstation TIR Missed: Yes TIR: 8.66
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 44.78
INC000000056927  Application Error Citrix ICA Client TIR Missed: Yes TIR: 2.61
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 10.32
INC000000057366  Application Error None TIRMissed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.09
INC000000057529  Application None Public Assistance Case N TIR Missed: No  TIR: 0.50
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.61
INC000000057555  Application Error Novell GroupWise TIR Missed: Yes TIR: 3.50
Capitol Desktop Support Health Low Closed TTR Missed: Yes TTR: 12.49
INC000000057654  Application Error None TIRMissed: No TIR:  0.20
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 46.74
INC000000058208  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
Application Support - WIC Health Low Closed TTR Missed: No  TTR: 0.00
INC000000058211  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
Application Support - WIC Health Low Closed TTR Missed: No  TTR: 0.00
INC000000058287  Application Error None TIR Missed: No TIR: 0.18
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.27
INC000000058307  Application Error None TIRMissed: No TIR:  0.92
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.48
INC000000058379  Application Password Utah Master Directory TIR Missed: No TIR: 0.46
Help Desk Health Low Closed TTR Missed: No  TTR: 0.46
INC000000058438  Application Error None TIRMissed: No TIR: 042
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.65
INC000000058492  Application None Laboratory Information M TIR Missed: Yes TIR: 1.05
Metro D Hosting Health Medium Closed TTR Missed: Yes TTR: 14.93
INC000000058659  Application Password Utah Cares TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000058661  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000058692  Application None None TIR Missed: No TIR: 047
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.47
INC000000058725  Application Reporting Medicaid Managed Care TIR Missed: No TIR: 0.36
Application Support - Oracle ~ Health Low Closed TTR Missed: No  TTR: 0.36
INC000000058795  Application Error Laboratory Information M TIR Missed: Yes TIR: 2.34
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 4.62
INC000000059085  Application None DateReporter TIRMissed: No TIR: 0.05
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.05
INC000000059117  Application Error Microsoft Access TIRMissed: No TIR: 0.12
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 11.02
INC000000059124  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health High Closed TTR Missed: No  TTR: 0.00
INC000000059248  Application None None TIR Missed: No TIR:  0.00
Metro B Help Desk Health Low Closed TTR Missed: No  TTR: 0.00




INC000000059262  Application Password None TIR Missed: No TIR:  0.02
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 45.44
INC000000059277  Application Error Content Manager TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059285  Application Password Utah Master Directory TIR Missed: No  TIR: 0.19
Help Desk Health Low Closed TTR Missed: No  TTR: 0.19
INC000000059320  Application Error Utah Statewide Immunize TIR Missed: No  TIR: 0.54
USIIS Outreach Health Low Closed TTR Missed: No  TTR: 1.70
INC000000059365  Application Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.46
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.46
INC000000059417  Application Reporting Finance Data Warehouse TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059420  Application Error Microsoft Word TIRMissed: No TIR: 0.46
Metro D Desktop Support Health Low In Progress TTR Missed: No  TTR: 4.55
INC000000059436  Application Password eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059462  Application Error eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059583  Application Error eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059662  Application Password eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059677  Application Password eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059680  Application Password eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059817  Application None Citrix MetaFrame TIR Missed: No TIR: 0.58
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.14
INC000000059826  Application Error Public Assistance Case N TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059870  Application None Microsoft FrontPage TIR Missed: No TIR: 0.16
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 7.38
INC000000059937  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059996  Application Error Citrix MetaFrame TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060017  Application Password eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060083  Application Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060141  Application Error None TIRMissed: No TIR: 0.66
Metro D Hosting Health High Closed TTR Missed: Yes TTR: 8.09
INC000000060149  Application Error None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060157  Application Error eFIND/eSHARE TIR Missed: No TIR: 0.29
Metro A Desktop Support Health Low Closed TTR Missed: No  TTR: 0.46
INC000000060213  Application Error None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00




INC000000060266  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060300  Application Error None TIR Missed: No TIR:  0.04
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.39
INC000000060306  Application Error None TIR Missed: Yes TIR:  1.00
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.22
INC000000060362  Application Error eFIND/eSHARE TIR Missed: No  TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060421  Application Error eFIND/eSHARE TIR Missed: No  TIR: 0.51
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.71
INC000000060422  Application Error eFIND/eSHARE TIR Missed: No  TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060429  Application Error eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060472  Application Error Public Assistance Case N TIR Missed: No TIR: 0.06
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.06
INC000000060509  Application Reporting None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060566  Application Error None TIR Missed: Yes TIR: 1.89
Metro D Hosting Health High Closed TTR Missed: No  TTR: 1.92
INC000000060617  Application Reporting None TIR Missed: Yes TIR: 1.86
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 62.67
INC000000060631  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.22
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 6.90
INC000000060677  Application Password Utah Master Directory TIR Missed: No TIR: 0.74
Help Desk Health Low Closed TTR Missed: No  TTR: 0.74
INC000000060692  Application Error None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000061009  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health High Closed TTR Missed: No  TTR: 0.00
INC000000061080  Application Error None TIRMissed: No TIR: 0.17
Capitol Hosting Health High Closed TTR Missed: No  TTR: 0.64
INC000000061132  Application Error PGP TIRMissed: No TIR:  0.07
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 76.95
INC000000061228  Application Password Novell Client for 32-bit W TIR Missed: No TIR: 0.09
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.79
INC000000061295  Application Error None TIR Missed: Yes TIR: 10.49
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 56.69
INC000000061414  Application Error Novell GroupWise TIR Missed: No TIR: 0.37
Capitol Desktop Support Health Low Closed TTR Missed: No  TTR: 245
INC000000061459  Application Error None TIRMissed: No TIR: 0.66
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 27.72
INC000000061586  Application Error eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000061589  Application Error None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.54
INC000000061752  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02




INC000000061783  Application Reporting None TIR Missed: No TIR:  0.92
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 18.53
INC000000061825  Application Reporting None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000061827  Application Error Novell GroupWise TIR Missed: No  TIR: 0.40
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.02
INC000000061990  Application Password Content Manager TIR Missed: No  TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000062035  Application Error Internet Explorer TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000062159  Application Password eFIND/eSHARE TIR Missed: No  TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000062213  Application Error Citrix MetaFrame TIR Missed: Yes TIR: 1.59
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.72
INC000000062241  Application Error None TIR Missed: No TIR: 0.87
Capitol Hosting Health Low Closed TTR Missed: No  TTR: 0.88
INC000000062247  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000062291  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.30
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.76
INC000000062312  Application None eFIND/eSHARE TIR Missed: No TIR: 0.02
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.04
INC000000062465  Application Error SAFE TIRMissed: No TIR: 0.16
Metro B Help Desk Health Low Closed TTR Missed: No  TTR: 0.21
INC000000062605  Application Password Medicaid Managed Inforn TIR Missed: No TIR: 0.31
Operations Production Control Health Low Closed TTR Missed: No  TTR: 3.89
INC000000062742  Application Error Citrix ICA Client TIR Missed: Yes TIR: 1.52
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.96
INC000000062959  Application Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000062962  Application None None TIR Missed: Yes TIR: 2.79
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 54.90
INC000000062964  Application Error Citrix Installation Manage TIR Missed: Yes TIR: 2.77
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.40
INC000000063005  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000063077  Application None None TIR Missed: No TIR: 0.36
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 32.71
INC000000063185  Application Reporting Medicaid Managed Care TIR Missed: No TIR: 0.45
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.93
INC000000063208  Application Password Utah Master Directory TIR Missed: No TIR: 0.18
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 69.86
INC000000063248  Application Error Adobe Acrobat 9.0 Pro TIR Missed: No TIR: 0.23
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.76
INC000000063413  Application Error eFIND/eSHARE TIR Missed: No TIR: 0.20
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.20
INC000000063451  Application Error eFIND/eSHARE TIR Missed: Yes TIR: 1.03
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 1.03




INC000000063479  Application Password Citrix MetaFrame TIR Missed: No  TIR: 0.32
Metro B Help Desk Health Low Closed TTR Missed: No  TTR: 1.87
INC000000063484  Application Error None TIRMissed: No TIR: 0.22
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.75
INC000000063492  Application Password Medicaid Managed Inforn TIR Missed: No  TIR: 0.36
Operations Production Control Health Low Closed TTR Missed: No  TTR: 0.47
INC000000063532  Application Error None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000063618  Application Password Utah Cares TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000063694  Application Error None TIR Missed: Yes TIR: 2.82
Security Health Low Closed TTR Missed: No  TTR: 3.03
INC000000063696  Application Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000063697  Application None None TIR Missed: Yes TIR: 2.53
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 3.08
INC000000063733  Application None None TIR Missed: Yes TIR: 2.10
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 4.12
INC000000063737  Application Error None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000063799  Application Error None TIR Missed: Yes TIR: 3.28
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.48
INC000000063880  Application None Microsoft Office TIR Missed: No TIR: 0.24
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.24
INC000000063986  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000064108  Application Reporting Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064208  Application Error Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064211  Application Error Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064218  Application Error Internet Explorer TIR Missed: No TIR: 0.25
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 42.81
INC000000064222  Application Error None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.93
INC000000064359  Application Error Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064363  Application Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064368  Application Error eFIND/eSHARE TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064413  Application Error Microsoft Excel TIR Missed: No TIR: 0.48
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.91
INC000000064422  Application Error Novell GroupWise TIR Missed: No TIR: 0.45
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.60
INC000000064443  Application Reporting None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 16.65




INC000000064450  Application Reporting None TIRMissed: No TIR: 0.86
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 14.00
INC000000064460  Application Error None TIRMissed: No TIR: 0.05
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 6.39
INC000000064592  Application Error Novell GroupWise TIR Missed: No  TIR: 0.71
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 5.03
INC000000064599  Application Error Women, Infant, and Chilc TIR Missed: No  TIR: 0.00
WIC Tech Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064605  Application None Novell GroupWise TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064669  Application Error Microsoft Word TIRMissed: No TIR:  0.71
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.36
INC000000064674  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 4.60
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 5.50
INC000000064715  Application Error None TIR Missed: No TIR:  0.04
Help Desk Health Low Closed TTR Missed;: No TTR: 1.16
INC000000064727  Application Error None TIRMissed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.15
INC000000064766  Application Error None TIR Missed: No TIR:  0.04
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 36.04
INC000000064789  Application Error Public Assistance Case N TIR Missed: Yes TIR: 2.30
Application Support - PACMIS Health Low Closed TTR Missed: No  TTR: 2.30
INC000000064933  Application Error Novell GroupWise TIR Missed: No TIR: 0.77
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 1.71
INC000000064977  Application Error Novell GroupWise TIR Missed: No TIR: 0.12
Metro A Desktop Support Health Low Resolved TTR Missed: Yes TTR: 15.30
INC000000064993  Application Error None TIR Missed: Yes TIR: 13.70
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 14.16
INC000000064998  Application Error None TIR Missed: Yes TIR: 13.67
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 14.61
INC000000065066  Application Error Laboratory Information M TIR Missed: No TIR: 0.25
Metro D Hosting Health High Closed TTR Missed: No TTR: 1.81
INC000000065194  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.98
Help Desk Health Low Resolved TTR Missed: No TTR: 2.31
INC000000065289  Application Error Novell GroupWise TIR Missed: Yes TIR:  1.11
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 8.33
INC000000065298  Application Password Remedy Service Reques TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000065393  Application Error None TIRMissed: No TIR: 0.23
Metro D Hosting Health Medium Resolved TTR Missed: No  TTR: 2.04
INC000000065475  Application Error None TIRMissed: No TIR: 0.17
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 27.89
INC000000065582  Application Password Citrix ICA Client TIR Missed: No TIR: 0.20
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.27
INC000000065595  Application Password Novell Messenger TIR Missed: No TIR: 0.09
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 13.84
INC000000065612  Application Password Remedy Service Reques TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No TTR: 0.00




INC000000065618  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Help Desk Health Low Resolved TTR Missed: No  TTR: 0.08
INC000000065790  Application Error None TIRMissed: No TIR: 0.37
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 13.09
INC000000065996  Application Error Novell Messenger TIR Missed: No  TIR: 0.09
Capitol Desktop Support Health Low Resolved TTR Missed: Yes TTR: 58.19
INC000000066070  Application Error None TIR Missed: No TIR: 0.63
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 5.52
INC000000066143  Application Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000066149  Application Reporting None TIR Missed: Yes TIR: 1.27
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 12.76
INC000000066279  Application Error None TIR Missed: Yes TIR: 1.74
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 2.39
INC000000066342  Application Password Utah Master Directory TIR Missed: No TIR: 0.41
Help Desk Health Low Resolved TTR Missed: No  TTR: 1.99
INC000000066367  Application Password Novell Messenger TIR Missed: Yes TIR: 2.79
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.23
INC000000066370  Application Error Microsoft Office 2003 Prc TIR Missed: No TIR: 0.55
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.83
INC000000066466  Application Password Utah Master Directory TIR Missed: No TIR: 0.79
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.79
INC000000066603  Application Error None TIR Missed: No TIR:  0.33
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 15.47
INC000000066657  Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Help Desk Health Low Resolved TTR Missed: No  TTR: 0.07
INC000000066664  Application None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.05
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.15
INC000000066729  Application Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000066777  Application Error None TIRMissed: No TIR: 0.49
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.74
INC000000066779  Application Error None TIRMissed: No TIR: 0.46
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 28.22
INC000000066960  Application Error None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000066965  Application None None TIRMissed: No TIR: 0.34
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.46
INC000000066990  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.21
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.46
INC000000067056  Application None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067152  Application Error None TIR Missed: Yes TIR: 1.29
Security Health Low Resolved TTR Missed: No  TTR: 20.17
INC000000067367  Application Error None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000067388  Application Error Citrix MetaFrame TIR Missed: No TIR: 0.21
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 2.93




INC000000067429  Application Error None TIR Missed: Yes TIR: 247
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 11.05
INC000000067513  Application Error Women, Infant, and Chilc TIR Missed: No  TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067522  Application Error Women, Infant, and Chilc TIR Missed: No  TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067573  Application Reporting Women, Infant, and Chilc TIR Missed: No  TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067718  Application Error Women, Infant, and Chilc TIR Missed: No  TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067775  Application Error None TIRMissed: No TIR: 0.34
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.42
INC000000067789  Application Error Novell GroupWise TIR Missed: No TIR: 0.42
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.87
INC000000067855  Application None None TIR Missed: No TIR:  0.33
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 25.68
INC000000067926  Application Error None TIRMissed: No TIR: 0.27
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.86
INC000000067978  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.79
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 10.92
INC000000068260  Application Error Citrix ICA Client TIR Missed: Yes TIR: 1.54
Rural Central Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.54
INC000000068444  Application Error None TIRMissed: No TIR: 0.16
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.40
INC000000068521  Application None Novell GroupWise TIR Missed: No TIR: 0.11
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.11
INC000000068547  Application Error Microsoft Office TIRMissed: No TIR: 0.40
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 5.35
INC000000068563  Application Error None TIRMissed: No TIR: 0.77
Capitol Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.77
INC000000068633  Application Error Novell GroupWise TIR Missed: No TIR: 0.20
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.56
INC000000068641  Application Reporting None TIR Missed: Yes TIR:  5.01
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 5.01
INC000000068710  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.36
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 18.42
INC000000068995  Application Error Novell GroupWise TIR Missed: No TIR: 0.68
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.73
INC000000069141  Application Error Novell Messenger TIR Missed: No TIR: 0.16
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.79
INC000000069148  Application Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000069168  Application Error Novell GroupWise TIR Missed: No TIR: 0.97
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.21
INC000000069250  Application None Novell Messenger TIR Missed: No TIR: 0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000069314  Application Error Medicaid Managed Care TIR Missed: Yes TIR: 8.44
Application Support - Oracle Health Low Resolved TTR Missed: Yes TTR: 8.44




INC000000069465  Application Error Novell GroupWise TIR Missed: No  TIR: 0.20
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.69
INC000000069653  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 1.29
Capitol Desktop Support Health Medium Resolved TTR Missed: Yes TTR: 13.21
INC000000069774  Application Password Utah Master Directory TIR Missed: No  TIR: 0.29
Help Desk Health Low Resolved TTR Missed: No  TTR: 18.67
INC000000069980  Application Error Citrix ICA Client TIR Missed: No  TIR: 0.52
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.67
INC000000070344  Application Password Medicaid Managed Inforn TIR Missed: Yes TIR: 8.27
Operations Production Control Health Low Resolved TTR Missed: Yes TTR: 11.48
INC000000070414  Application Error None TIR Missed: Yes TIR: 1.48
Metro D Network Health Low Resolved TTR Missed: No  TTR: 1.50
INC000000070449  Application Error None TIR Missed: Yes TIR: 1.45
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 1.45
INC000000070489  Application Reporting SAS TIR Missed: No TIR:  0.50
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.97
INC000000070603  Application Error None TIR Missed: No TIR:  0.33
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.34
INC000000070665  Application Error Citrix ICA Client TIR Missed: No TIR: 0.33
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.33
INC000000070757  Application None Remedy Asset Managem TIR Missed: No TIR: 0.35
Internal Application Developmen Health Low Resolved TTR Missed: No  TTR: 0.45
INC000000070780  Application Error None TIRMissed: No TIR: 0.35
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.81
INC000000071016  Application Password Content Manager TIR Missed: No TIR: 0.00
Metro A Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000071097  Application None Novell GroupWise 32-bit TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000071127  Application Password Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000071199  Application Password Medicaid Managed Inforn TIR Missed: No TIR: 0.45
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.45
INC000000071235  Application Error None TIRMissed: No TIR: 0.19
Metro D Desktop Support Health Medium Resolved TTR Missed: No  TTR: 2.28
INC000000071300  Application Error None TIRMissed: No TIR: 0.34
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.62
INC000000071539  Application Error None TIR Missed: No TIR:  0.30
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 6.41
INC000000071579  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000071582  Application Reporting None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.01
INC000000071677  Application Error Women, Infant, and Chilc TIR Missed: No TIR: 0.00
WIC Tech Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000071732  Application None None TIRMissed: No TIR: 0.18
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.89
INC000000071844  Application None Novell GroupWise TIR Missed: No TIR: 0.72
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.75




INC000000059988  EIS Hardware Scanner None TIR Missed: No TIR: 0.33
Diebold Health Low Closed TTR Missed: Yes TTR: 43.78
INC000000059358  Mainframe Password None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059717  Mainframe Error Medicaid Managed Inforn TIR Missed: No  TIR: 0.00
Metro B Help Desk Health Low Closed TTR Missed: No  TTR: 0.02
INC000000061175  Mainframe Password None TIR Missed: No TIR:  0.00
Metro B Help Desk Health Low Closed TTR Missed: No  TTR: 0.02
INC000000061206  Mainframe Password BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000061863  Mainframe Error BlueZone TIR Missed: No TIR:  0.50
Operations Production Control Health Low Closed TTR Missed: No  TTR: 2.05
INC000000062725  Mainframe Password BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000063592  Mainframe Password None TIR Missed: Yes TIR: 1.04
Operations Production Control Health Low Closed TTR Missed: No  TTR: 3.13
INC000000064707  Mainframe Password None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064896  Mainframe Password None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000065254  Mainframe Error Medicaid Managed Inforn TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000065356  Mainframe Password None TIRMissed: No TIR:  0.21
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.35
INC000000065520  Mainframe Password None TIRMissed: No TIR: 045
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.65
INC000000065564  Mainframe Password None TIR Missed: No TIR: 0.06
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 1.52
INC000000067409  Mainframe Password Medicaid Managed Inforn TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000068285  Mainframe Password Medicaid Managed Inforn TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000069417  Mainframe Password None TIRMissed: No TIR: 0.26
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.32
INC000000070321  Mainframe Password None TIR Missed: No TIR:  0.00
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000071231  Mainframe Error BlueZone TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000071384  Mainframe Password BlueZone TIRMissed: No TIR: 0.97
Operations Production Control Health Low Resolved TTR Missed: No  TTR: 4.57
INC000000056359  Network Error None TIR Missed: Yes TIR: 19.03
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 26.27
INC000000056658  Network Error None TIR Missed: No TIR:  0.39
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 31.06
INC000000057277  Network Error None TIRMissed: No TIR: 0.64



Metro D Hosting Health Low Closed TTR Missed: No  TTR: 0.64
INC000000057299  Network Error None TIR Missed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.29
INC000000057351 Network Error Women, Infant, and Chilc TIR Missed: No  TIR: 0.00
Application Support - WIC Health Low Closed TTR Missed: No  TTR: 0.00
INC000000057415  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.33
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 118.23
INC000000057469  Network Password None TIR Missed: No TIR: 0.36
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.30
INC000000057649  Network Error None TIR Missed: No TIR: 0.04
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.09
INC000000057673  Network Error None TIR Missed: No TIR:  0.02
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.18
INC000000057719  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.51
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 2.95
INC000000057770  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.04
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 9.73
INC000000057790  Network Incident None TIR Missed: Yes TIR: 1.04
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.35
INC000000057852  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000057862  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.03
INC000000058253  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
INC000000058253  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 2.17
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 1.97
Metro D Desktop Support Health Medium Closed TTR Missed: Yes TTR: 9.36
INC000000058464  Network Virus None TIRMissed: No TIR: 0.14
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.10
INC000000058530  Network Password None TIR Missed: Yes TIR: 2.70
Metro D Network Health Low Closed TTR Missed: Yes TTR: 64.32
INC000000058544  Network Password None TIR Missed: Yes TIR: 1.21
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.57
INC000000058699  Network Error None TIR Missed: Yes TIR: 1.02
Metro D Network Health Low Closed TTR Missed: No  TTR: 1.27
INC000000058834  Network Error None TIR Missed: No TIR:  0.03
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 22.76
INC000000058848  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.01
INC000000058935  Network Password None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059301 Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.13
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.13
INC000000059372  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.04
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.84
INC000000059673  Network Password None TIR Missed: Yes TIR: 2.55
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.55
INC000000059884  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.16



Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.00
INC000000059893  Network None None TIRMissed: No TIR:  0.07
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.59
INC000000059959  Network None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060005  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.11
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.01
INC000000060132  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro D Hosting Health Medium Closed TTR Missed;: No TTR: 0.00
INC000000060203  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.14
Help Desk Health Low Closed TTR Missed: No  TTR: 0.14
INC000000060322  Network Error None TIR Missed: No TIR: 0.22
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.37
INC000000060591  Network Error None TIRMissed: No TIR: 0.64
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.80
INC000000060644  Network Error None TIR Missed: No TIR:  0.50
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.49
INC000000060684  Network Error None TIRMissed: No TIR: 0.46
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 90.86
INC000000061105  Network None None TIR Missed: No TIR:  0.31
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.85
INC000000061195  Network Password None TIRMissed: No TIR: 042
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.12
INC000000061400  Network None None TIRMissed: No TIR: 048
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.86
INC000000061536  Network Performance None TIR Missed: No TIR: 0.06
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.57
INC000000061537  Network Performance None TIR Missed: No TIR: 0.06
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 13.54
INC000000061869  Network None None TIRMissed: No TIR: 0.12
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 8.38
INC000000062162  Network Incident None TIRMissed: No TIR: 0.73
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.73
INC000000062195  Network Error None TIR Missed: No TIR: 0.18
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 42.33
INC000000062244  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.54
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.84
INC000000062252  Network None None TIRMissed: No TIR: 0.67
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.05
INC000000062259  Network Error None TIR Missed: No TIR: 0.53
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 25.57
INC000000062650  Network Incident None TIR Missed: Yes TIR: 2.20
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 28.69
INC000000062730  Network Incident None TIR Missed: Yes TIR: 1.63
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 16.58
INC000000063024  Network Error None TIR Missed: No TIR: 0.92
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 8.75
INC000000063078  Network Password None TIR Missed: No TIR:  0.00



Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.01
INC000000063277  Network None None TIRMissed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.51
INC000000063285  Network None None TIR Missed: No TIR: 0.63
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.27
INC000000063294  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.50
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 53.91
INC000000063312  Network None None TIRMissed: No TIR: 0.23
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.39
INC000000063502  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.76
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.50
INC000000063654  Network None None TIR Missed: Yes TIR: 1.51
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 39.41
INC000000063708  Network None None TIRMissed: No TIR: 0.12
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.35
INC000000063792  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.19
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.38
INC000000063882  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000063892  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.04
INC000000063895  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000064000  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000064187  Network Password None TIRMissed: No TIR: 0.34
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.63
INC000000064316  Network Error None TIR Missed: No TIR: 0.16
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 5.06
INC000000064337  Network Error None TIR Missed: No TIR: 0.13
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.70
INC000000064520  Network None None TIR Missed: Yes TIR: 1.59
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 6.83
INC000000064530  Network Performance None TIR Missed: No TIR: 0.35
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 3.12
INC000000064631  Network Error None TIR Missed: No TIR:  0.81
Metro D Hosting Health Medium Closed TTR Missed: No TTR: 0.81
INC000000064690  Network Password Women, Infant, and Chilc TIR Missed: No TIR: 0.00
Application Support - WIC Health Low Closed TTR Missed: No  TTR: 0.00
INC000000065203  Network Password None TIR Missed: Yes TIR: 1.84
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.84
INC000000065301  Network Password None TIR Missed: Yes TIR: 1.01
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.15
INC000000065342  Network Password None TIRMissed: No TIR: 0.73
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.68
INC000000065363  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.65
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.98
INC000000065464  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.14



Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 20.24
INC000000065477  Network Password None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000065487  Network Incident Novell Client for 32-bit W TIR Missed: No  TIR: 0.75
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.80
INC000000065573  Network Incident Novell Client for 32-bit W TIR Missed: No  TIR: 0.25
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.83
INC000000065581  Network Error None TIR Missed: No TIR:  0.04
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.13
INC000000065808  Network Error None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000065854  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.18
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.34
INC000000065868  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.07
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.22
INC000000065934  Network None None TIR Missed: No TIR:  0.00
Metro B Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000066170  Network Incident None TIR Missed: Yes TIR:  2.41
Metro D Network Health Low Resolved TTR Missed: No  TTR: 2.72
INC000000066419  Network Performance None TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000066778  Network Error None TIR Missed: No TIR:  0.41
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.63
INC000000066873  Network None WirelessOffice TIR Missed: No TIR: 0.71
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.61
INC000000066888  Network Error None TIR Missed: No TIR:  0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067053  Network Error None TIRMissed: No TIR: 042
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.11
INC000000067793  Network Password None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067873  Network Performance None TIRMissed: No TIR: 0.15
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 5.89
INC000000067936  Network None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000068206  Network Error None TIR Missed: No TIR: 0.73
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.57
INC000000068459  Network Error None TIR Missed: No TIR:  0.00
Metro B Help Desk Health Low Resolved TTR Missed: No  TTR: 0.55
INC000000068765  Network Error Citrix MetaFrame TIR Missed: Yes TIR: 4.1
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 4.18
INC000000069186  Network Error None TIR Missed: No TIR: 0.80
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.80
INC000000069292  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.46
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 0.46
INC000000069303  Network Password None TIRMissed: No TIR:  0.11
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.98
INC000000069379  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.91



Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.81
INC000000069406  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.09
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.03
INC000000069625  Network Error None TIRMissed: No TIR: 0.16
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.27
INC000000069777  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.72
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 19.87
INC000000069830  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.17
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 6.14
INC000000070055  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.84
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 8.19
INC000000070586  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000070589  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.01
INC000000070619  Network Performance None TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000070725  Network Virus Novell Client for 32-bit W TIR Missed: No TIR: 0.15
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.68
INC000000070773  Network None Novell Client for 32-bit W TIR Missed: No TIR: 0.42
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.42
INC000000071112  Network Performance None TIR Missed: No TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000071280  Network Error None TIRMissed: No TIR: 043
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.78
INC000000071449  Network Incident None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.46
INC000000071488  Network Virus Novell Client for 32-bit W TIR Missed: No TIR: 0.18
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.88
INC000000071540  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.25
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.25
INC000000053159  PC/Laptop Hardware None TIRMissed: No TIR: 0.05
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 171.58
INC000000057933  PC/Laptop None None TIRMissed: No TIR: 0.49
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.40
INC000000058203  PC/Laptop Virus None TIRMissed: No TIR: 0.14
Metro D Desktop Support Health Medium Closed TTR Missed: Yes TTR: 5.64
INC000000058605  PC/Laptop Virus None TIR Missed: No TIR:  0.09
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 20.27
INC000000058663  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000058709  PC/Laptop Hardware None TIR Missed: Yes TIR: 1.33
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.71
INC000000059176  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed;: No TTR: 0.00
INC000000059385  PC/Laptop Performance None TIR Missed: No TIR: 0.99
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.37




INC000000059484  PC/Laptop Error None TIR Missed: Yes TIR: 1.39
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.77
INC000000059856  PC/Laptop Virus None TIRMissed: No TIR: 0.35
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 8.40
INC000000059874  PC/Laptop Error Novell GroupWise TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000059957  PC/Laptop None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060378  PC/Laptop Hardware None TIR Missed: No TIR:  0.50
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.64
INC000000060608  PC/Laptop Hardware None TIR Missed: No TIR: 0.10
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.73
INC000000060683  PC/Laptop Performance None TIR Missed: No TIR: 0.38
Metro D Desktop Support Health Medium Closed TTR Missed: Yes TTR: 5.58
INC000000060993  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.94
INC000000061171  PC/Laptop Error None TIRMissed: No TIR: 0.46
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 14.18
INC000000061328  PC/Laptop Hardware None TIRMissed: No TIR: 0.22
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.17
INC000000061389  PC/Laptop Hardware None TIRMissed: No TIR: 0.49
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.89
INC000000061519  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000061690  PC/Laptop Hardware None TIRMissed: No TIR: 0.29
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 8.36
INC000000062039  PC/Laptop Hardware None TIRMissed: No TIR: 0.17
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 53.74
INC000000062207  PC/Laptop Error None TIR Missed: Yes TIR: 1.30
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 42.12
INC000000062391  PC/Laptop Hardware None TIR Missed: No TIR: 0.68
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.37
INC000000062643  PC/Laptop Hardware None TIRMissed: No TIR: 0.32
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.71
INC000000062807  PC/Laptop Virus None TIR Missed: No TIR: 0.58
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 10.98
INC000000063027  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000063431  PC/Laptop Hardware None TIRMissed: No TIR:  0.11
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.68
INC000000063922  PC/Laptop Error None TIRMissed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.71
INC000000063943  PC/Laptop Error None TIR Missed: No TIR: 0.49
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 24.46
INC000000064075  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064191  PC/Laptop Error None TIRMissed: No TIR: 0.29
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 23.97




INC000000065001  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Medium Resolved TTR Missed: Yes TTR: 6.40
INC000000065571  PC/Laptop Hardware None TIRMissed: No TIR: 0.25
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 19.35
INC000000065767  PC/Laptop Virus None TIRMissed: No TIR: 0.12
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 26.62
INC000000066029  PC/Laptop Error RealPlayer TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.26
INC000000066398  PC/Laptop Virus None TIRMissed: No TIR: 0.23
Metro D Desktop Support Health Medium Resolved TTR Missed: No  TTR: 2.51
INC000000066400  PC/Laptop Virus None TIRMissed: No TIR:  0.20
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 19.50
INC000000066472  PC/Laptop None None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 4.95
INC000000067245  PC/Laptop Hardware None TIR Missed: Yes TIR: 1.07
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 32.45
INC000000067254  PC/Laptop Performance None TIR Missed: No TIR: 0.09
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 11.14
INC000000067324  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.03
INC000000067759  PC/Laptop Error None TIRMissed: No TIR: 0.29
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.07
INC000000068011  PC/Laptop Virus None TIR Missed: No TIR:  0.39
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 28.01
INC000000068292  PC/Laptop Hardware None TIR Missed: No TIR: 0.06
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.05
INC000000068457  PC/Laptop Virus None TIR Missed: No TIR:  0.08
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.22
INC000000068636  PC/Laptop Performance None TIR Missed: No TIR: 0.63
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 4.57
INC000000069098  PC/Laptop Hardware None TIR Missed: No TIR:  0.39
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 7.08
INC000000070052  PC/Laptop Virus None TIRMissed: No TIR: 0.46
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 3.09
INC000000070103  PC/Laptop Performance None TIRMissed: No TIR: 0.16
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.50
INC000000070124  PC/Laptop Hardware None TIRMissed: No TIR: 0.24
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.20
INC000000070141  PC/Laptop Error None TIR Missed: Yes TIR: 4.86
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 17.76
INC000000070165  PC/Laptop Virus None TIR Missed: Yes TIR:  1.41
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.41
INC000000070358  PC/Laptop Hardware None TIRMissed: No TIR: 0.67
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 5.72
INC000000070377  PC/Laptop Hardware None TIRMissed: No TIR: 048
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.53
INC000000070440  PC/Laptop Virus None TIRMissed: No TIR: 0.62
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 9.09




INC000000071107  PC/Laptop Performance None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000071196  PC/Laptop Virus None TIRMissed: No TIR: 0.72
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.52
INC000000071314  PC/Laptop Virus None TIRMissed: No TIR: 0.18
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.78
INC000000071535  PC/Laptop Virus None TIRMissed: No TIR: 0.05
Metro D Desktop Support Health Low Resolved TTR Missed: No TTR: 0.68
INC000000071586  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000071913  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000055319  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 4.71
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 89.52
INC000000057468  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.06
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.89
INC000000058124  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000058601  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.17
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.13
INC000000058760  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.94
Metro D Hosting Health Low Closed TTR Missed: Yes TTR: 11.08
INC000000059249  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 1.48
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.48
INC000000059871  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000060102  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.29
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 18.44
INC000000060366  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.12
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 5.27
INC000000060607  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.75
Metro D Hosting Health Low Closed TTR Missed: No  TTR: 1.75
INC000000061241 Print/Copy/Scan/Fax Incident Laboratory Information M TIR Missed: Yes TIR: 2.15
Metro D Desktop Support Health Low Closed TTR Missed: Yes TTR: 6.66
INC000000061747  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.21
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.99
INC000000062132  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 1.08
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 4.53
INC000000063070  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 0.02
INC000000063328  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.06
Metro D Desktop Support Health Medium Closed TTR Missed: No  TTR: 2.04
INC000000063454  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.68
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 2.18
INC000000064078  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D North Desktop Support Health Low Closed TTR Missed: No  TTR: 0.00
INC000000064416  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.88



Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 50.51
INC000000064972  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.18
Metro D Desktop Support Health Low Closed TTR Missed: No  TTR: 1.16
INC000000065096  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 18.86
INC000000065412  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 20.81
INC000000065425  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.74
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 3.65
INC000000065489  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.08
Metro D Desktop Support Health Low Resolved TTR Missed: Yes TTR: 8.56
INC000000065778  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 4.60
Metro D Hosting Health Low Resolved TTR Missed: No TTR: 4.60
INC000000066088  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.71
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 10.34
INC000000067004  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.30
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.88
INC000000067125  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000067169  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 2.68
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 13.99
INC000000067176  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.37
Metro D Hosting Health Medium Resolved TTR Missed: Yes TTR: 5.28
INC000000067225  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.31
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.69
INC000000067230  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.24
Metro D Desktop Support Health Low Resolved TTR Missed: No TTR: 6.62
INC000000069634  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.09
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.18
INC000000070612  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.15
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.40
INC000000070854  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 1.89
Metro D Hosting Health Low Resolved TTR Missed: No  TTR: 3.00
INC000000071590  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000071728  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.26
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 2.84
INC000000071911  Print/Copy/Scan/Fax  Queue None TIR Missed: No TIR:  0.00
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 0.02
INC000000062211  Server Error None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No  TTR: 0.00
INC000000065246  Server Error Newborn Screening - Lat TIR Missed: No  TIR: 0.09
INC000000065246  Server Error Newborn Screening - Lat TIR Missed: No  TIR: 0.00
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 5.18
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 50.14
INC000000065796  Server Error None TIRMissed: No TIR:  0.11
Metro D Hosting Health High Resolved TTR Missed: No TTR: 0.45




INC000000070028  Server Error Laboratory Information M TIR Missed: No  TIR: 0.06
Metro D Hosting Health High Resolved TTR Missed: No  TTR: 0.68
INC000000071233  Server Error None TIR Missed: No  TIR: 0.57
Metro D Hosting Health High Resolved TTR Missed: No  TTR: 0.57
INC000000071467  Server Error None TIR Missed: Yes TIR: 6.01
Metro D Hosting Health Low Resolved TTR Missed: Yes TTR: 6.01
INC000000047500  Telecom CrossTalk/Noise/Static None TIR Missed: No  TIR: 0.24
Voice Operations Health Low Closed TTR Missed: Yes TTR: 196.97
INC000000050558  Telecom Call/Receive None TIR Missed: No  TIR: 0.51
Voice Operations Health Low Closed TTR Missed: Yes TTR: 115.53
INC000000057406  Telecom None None TIR Missed: No TIR: 0.19
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.22
INC000000057567  Telecom Call/Receive None TIR Missed: No TIR: 0.20
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 10.44
INC000000058255  Telecom CrossTalk/Noise/Static None TIR Missed: No TIR: 0.30
Voice Operations Health Low Closed TTR Missed: No  TTR: 9.08
INC000000058286  Telecom Voice Mail None TIR Missed: No TIR: 0.33
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.43
INC000000058516  Telecom None None TIR Missed: Yes TIR: 1.27
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 2.18
INC000000058847  Telecom Hardware None TIR Missed: No TIR: 0.23
Voice Operations Health Low Closed TTR Missed: No  TTR: 23.92
INC000000059470  Telecom Voice Mail None TIR Missed: No TIR: 0.29
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.33
INC000000060698  Telecom None None TIR Missed: No TIR:  0.00
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.00
INC000000061224  Telecom Hardware None TIR Missed: No TIR:  0.00
Help Desk Health Low Closed TTR Missed: No TTR: 0.00
INC000000061366  Telecom Feature None TIR Missed: Yes TIR: 1.25
Voice Operations Health Low Resolved TTR Missed: Yes TTR: 67.43
INC000000061471  Telecom Feature None TIR Missed: No TIR: 0.05
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 21.50
INC000000061539  Telecom Feature None TIR Missed: No TIR: 0.08
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.40
INC000000062992  Telecom Feature None TIR Missed: No TIR: 0.19
Voice/Data/WAN Services Health Low Closed TTR Missed: No  TTR: 5.64
INC000000063340  Telecom Voice Mail None TIR Missed: No TIR: 0.00
Help Desk Health Low Closed TTR Missed: No TTR: 0.00
INC000000064527  Telecom Voice Mail None TIR Missed: No TIR: 0.31
Voice Operations Health Low Closed TTR Missed: No  TTR: 0.38
INC000000065362  Telecom Dial Tone None TIR Missed: No TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 3.45
INC000000066139  Telecom None None TIR Missed: No TIR:  0.00
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.00
INC000000066284  Telecom Hardware None TIR Missed: No TIR: 0.16
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.22
INC000000067566  Telecom Feature None TIR Missed: No TIR: 0.56



Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.78
INC000000067778  Telecom Voice Mail None TIR Missed: No  TIR: 0.00
Voice Operations Health Low Resolved TTR Missed: No  TTR: 1.24
INC000000067856  Telecom Dial Tone None TIR Missed: No  TIR: 0.12
Voice Operations Health Low Resolved TTR Missed: No  TTR: 9.05
INC000000067994  Telecom None None TIR Missed: Yes TIR: 1.16
Help Desk Health Low Resolved TTR Missed: No  TTR: 1.35
INC000000068310  Telecom Voice Mail None TIR Missed: No  TIR: 0.70
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.88
INC000000068504  Telecom Voice Mail None TIR Missed: No  TIR: 0.00
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.18
INC000000068573  Telecom None None TIR Missed: No TIR:  0.09
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.09
INC000000069145  Telecom Dial Tone None TIRMissed: No TIR: 0.34
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 4.29
INC000000069493  Telecom Feature None TIRMissed: No TIR: 0.14
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 15.79
INC000000069820  Telecom Dial Tone None TIR Missed: No TIR: 0.24
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.80
INC000000070110  Telecom Dial Tone None TIR Missed: No TIR: 0.00
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 4.41
INC000000070132  Telecom Dial Tone None TIR Missed: Yes TIR: 1.11
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 4.22
INC000000070167  Telecom Call/Receive None TIR Missed: No TIR: 0.35
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.37
INC000000070410  Telecom Voice Mail None TIR Missed: No TIR: 0.15
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.18
INC000000070437  Telecom Dial Tone None TIR Missed: No TIR: 0.32
Voice/Data/WAN Services Health Low Resolved TTR Missed: No  TTR: 2.19
INC000000070829  Telecom Call/Receive None TIR Missed: No TIR: 0.19
Help Desk Health Low Resolved TTR Missed: No  TTR: 0.86
INC000000070865  Telecom Voice Mail None TIR Missed: Yes TIR: 2.23
Help Desk Health Low Resolved TTR Missed: No  TTR: 2.46
INC000000070905  Telecom Call/Receive None TIR Missed: No TIR: 0.65
Voice Operations Health Low Resolved TTR Missed: No  TTR: 5.55
INC000000071069  Telecom Voice Mail None TIR Missed: No TIR: 0.26
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.40
INC000000071361  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.08
Voice Operations Health Low Resolved TTR Missed: No  TTR: 0.36
INC000000065396  Wireless Connectivity  Error Novell Client for 32-bit W TIR Missed: No TIR: 0.38
Metro D Desktop Support Health Low Resolved TTR Missed: No  TTR: 1.65




